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AUTO BUYER STUDY

59006 .

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

For the purposes of the interview, just state your first name only.

And can you tell me, |, what is the most recent car that you purchased and when did
that purchase occur?

on I of this past year, we purchased a ||| Gz

Okay. And can you tell me what did you like, if anything, about the experience of
shopping and choosing the car?

Actually, very little in that it was very difficult to decipher what information was
germane and what was not. And the process has changed a lot, not having bought a car
for 20 years. | was not up on the latest ways and whyfors for purchasing. | did feel that
we had time to drive the car, that they got what we wanted to see ready for us. So all of
that was good. But I did feel that there was more pressure than | had anticipated.

Hmm. Can you tell me, |, you're using the pronoun “we.” Who else...?

My husband.

Your husband and you.

Yes.

Okay. Very good. And can you tell me is there anything else about the experience that
was notable in terms of what you liked and didn’t like?

Okay. 1 think the one that I did like was, as | say, the opportunity to ask questions when
we had the test drive and to do that sort of thing.

Uh-huh.
And the offer of help later if we needed it.

What do you mean, help?
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R: Obviously, not having bought a car in 20 years, technically things are very different. So
getting things started, getting things up and running, and finding different places for all
the functions. That was very useful. | found the recommendations for ongoing service

helpful.
M: Uh-huh.
R: | did not find the five hours that we had to spend at the dealership in any way helpful. |

felt, as anybody would I think, that my blood sugar, by the time | had to make some of
the decisions was not where it should be. So I think that just the length of time and the
amount of information is, and the back and forth, you know, well, we’ll think about that,
maybe we can do this, all of those things I think are not very helpful.

M: Can you tell me when you reached the dealership, how long did the entire process take
from the time you arrived until you left, either with or without the deal?

R: We did in fact purchase. And it took close to 5% hours.

M: Okay. So you went into the dealership. And from the moment you went in, 5% hours
later, you walked out and you had arrived at a deal.

R: Yes.
M: Did you drive your car out?
R: Yes.

M: Okay. And what influenced your decision to buy the kind of car you bought?
R: Not so much the dealership as the research that | had done prior.

M: And how did you do your research?

R: Both online and talking to people.

M: Okay.

R:  And also the fact that since we’re in our | l|. this may be the last car purchase we
make, if you're practical about it.

M: Uh-huh.
R: And ergonomically, | needed something easy to get in and out of, as well as something

that had good safety ratings and that would be easy to drive. | wanted something a little
higher. 1 had previously had, many long years ago, an SUV. And | enjoyed the
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experience of a more regular seat, being able to see better, and those things. So those
were all important. Plus | did not want to spend a fortune.

M: Now is this your car or both of your cars?
R: It is primarily my car. It is for both of us.
M: Right.

R: However, the primary car has been a [l which just had its 24" birthday.

M: Okay.

R: And so this is working into being the primary car.

M: Okay. All right. Very good. And can you tell me who’d you buy your car from?
.

M: Okay. All right. Very good.
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AGREEING TO A PRICE FOR THE CAR

M:

R:

Now tell me, how did you go about getting to a price for your car?

Well, I am a member of [JJJll We have all of their various insurances and things. And
they also have a car-buying program.

Uh-huh.

And so | checked their prices. | found that |l is one of the dealers that they
endorse. There were several. | also went online and checked things. There were some
places where it would have been cheaper, but it was very definitely a “come buy the car”
or “order it sight unseen.” And I didn’t want that. | wanted to be able to go and test
drive it and all of that. It wasn’t as if | had had one and | was replacing it.

Right.

This was something very new for me.

Okay. Very good. And can you tell me when it came to the experience of actually
pricing the car, tell me about that? What was the good part of it? And what was the not
so good part of it? Negotiating the price. And first of all, did you know what you should
pay for that car?

Well that's why | checked. And it seemed to be within the realm of what it should be.
And where did you check? Like what sources did you check for pricing?

| checked the il You go and you can check a particular model and a year and a
mileage and see what they think is a fair price. I also did some, as I said, online searches,
both with dealers and just general searches to see what came up.

And did you buy a...? Is this a new car or a used car?

This is a used car.

A used car. Okay.

Yes. Thisisa |}

Oh okay.

So, new to us, but not new.

Right. So, how many miles was on the car?
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R: 24,000 and something.

M: Okay.

R: And that was concerning to me because | wasn’t sure what that meant as far as tire
replacement. Now, they are much better. It takes longer. But we did... | was not
comfortable without taking enough off the price to replace the tires in a couple of years,
should I need to do that. So that was the only negotiating thing that we did.

M: So when you say that was the only negotiating thing that you did, do you mean...?

R: As far as okay this is the price, but we want you to take off what it will cost to replace the
tires.
M: Ah. Okay.

R: Because that is something that’s going to happen with this mileage on it. And partly that
was simply because it was a practical thing. And truth to tell, I never know whether the
price is the price or the price is this is what we hope for. | am not a person, obviously,
who buys cars frequently.

M: Uh-huh.

R: So, it was within the realm of what | had seen in my research.

M: And what was the realm, the general amount?

R: | wanted something $25,000 or less.
M: Okay.
R: And | knew that sometimes there were add-ons. With everything these days, there are

bundles. So you may want one thing and end up with four in order to have the one. But |
think we’re quite happy with how the car is configured. We were told frequently what
wonderful condition it was in, what wonderful shape it was in. And to us, it appeared to

be.
M: Uh-huh.
R: You know, we are not automotive people.
M: Right.
R: And so... And the Carfax was clean. There did not seem to be any reports of problems.

However, we discovered that in fact there was door damage and there was some rust,
which they have still not... They have repaired the door. But they did not deal with the
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rust issue, which I found very disturbing, as did my husband because the statements were
all such that it was wonderful and you could not find anything in better shape. But that
was not the case. And I then discovered that the downfall of [l is if there isa
problem, but it does not go through insurance, it does not get reported to [l

M: Okay.

R: So that was a lack in my knowledge.

M: Okay. So what was the original price of the car?

R: You know what? I’ll have to look that up.

M: Sure. | think this is the contract with that information.

R: Yeah. $23,218.

M: Okay. And can you tell me what did you finally pay for the car, the final price?

R: The final was $25,923 because of their various fees and the title/tax, which was included
in that, which is not strictly the car itself.

M: Okay.

R: So for the car itself, it was $24,103. And then you have all these various taxes and
licensing fees.

M: Okay. And I see in your paperwork, we’re going to talk about this at some length, but
you also bought several different packages. And you referred to that a moment ago.

R: Uh-huh.

M: And is that in that price?

R: No. That is over and above.
M: That is separate.

R: Yeah. | would normally not do that. But at this stage, | don’t want to have to worry
about things.

M: Uh-hubh.

R: And so, we looked at the various ones. We certainly did not buy the most expensive of
the packages.
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M: Okay.

R: We bought one which we thought would cover those things that were most likely to
happen. And so that was a new experience. | had not done that before.

M: Uh-huh. Did the dealer indicate you could get a better price if you agreed to certain
conditions, when you were talking to your rep?

R: No.
M: No. Okay. All right. Did you trade in your previous car when you bought this car?
R: No we did not.

M: No. Okay.
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OBTAINING FINANCING

M:

R:

How did you end up paying for your car?

We put $4000 down and financed the remainder.

Okay. And tell me about the financing process. Visualize for a moment. Think back to
ﬁ. And tell me about how that went from the minute you decided that this was
the car, after talking to the dealer rep.

Right.

What happened after that? How did it work?

Then we were ushered into the office of the young woman who handles the finalization
of the sale and the financing and the down payment, if any, and also explains the various
packages and things that we could do.

Uh-huh. And did you decide? Were any of the terms of the deal talked about before you
went into the finance department? Or was that only discussed once you went into the
finance department?

That was discussed when we went into the finance department.

Okay. So, with the sales rep, you talked only about the car?

Yes. And the price. And as I say, the tire replacement, which they took off. But
basically, it was strictly the price and whether or not we would be bringing a trade-in,

which we were not.

Uh-huh. And whether or not you were putting money down, or no? That was not
discussed with the salesman?

Yes. Just in order to find out whether we would need to talk to somebody about
financing or whether we were going to pay all cash, or partly.

Okay. And can you tell me besides the price of the car, what else did you discuss when
you went into the finance department?

The first thing | wanted to know was what rate they would be financing with.
Uh-huh.
Because | had previously got approval from [}, from their car loan department.

Ah. And what did they approve you for?
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R: They approved... The limit was not an issue. The rate was 2.25%. The one at the
dealership was 2.29%. And | thought that was basically a wash.

M: Okay.

R: And partly, | think, we were feeling a tad more down at that point. But I had her work it
out on a monthly basis. And it was quite miniscule. And so | decided as opposed to
going through the whole telephone, get them to approve it with the dealership, go on to
that. The rate was enough similar that it was not an issue.

M: An issue. Okay. And what was the difference? Do you recall what she said the
difference was when you had her calculate the difference between 2.25% and 2.29%?

R: | think it was under $5.

M: A month?

R: Yeah. | mean it may have been a dollar and something. But it was fine.

M: Okay. And can you tell me in addition to having some sense of what you wanted to pay
for the car, like you said | wanted to pay under $25,000 or not more than $25,000. Did
you have in your mind an idea of what you wanted to pay on a monthly basis or not
really?

R: The reason that | put down the $4000 was so that we could have something that would be
$600 or less on a monthly payment, which we did have. | looked at leasing for that
reason because you can get them much less of a monthly payment. But then there is the
lease agreement payment that you have to make at the time. And then you get to do it all
over again. We tend to drive our cars for a long time. So it seemed to me that this was
going to be, for us, the better decision. It may not have been, but...

M: Okay. And can you tell, so you knew the rate was going to be 2.29%?

R: Yes.

M: You wanted to get it under $600. What did you get in under for your monthly payment?

R: $5509.
M:  $559?
R: Which included the various packages that you're talking about.

M: Oh. Okay. You mean the added packages that you got?
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Yes.

Okay. And has that been the rate? Was that the rate on the contract you signed? And is
that the rate today that you pay on a monthly basis?

Yes.

Okay. And when filled in... Well, did you fill in the paperwork or did your financial,
the person at the dealership in the finance department, fill out all the paperwork?

She filled out the paperwork. However, we were looking at copies and giving her the
answers. And then we checked everything that she had filled out.

You did.
And | tend to actually read things.

You did. Okay. And was there anything missing? Like were there any blanks that you
recall seeing on the contract, at the time?

| do not recall.
Okay. All right.
| need to go back over it and make sure.

You're recalling a lot, considering you bought in ||l So okay. You covered all of
this. At any time did you negotiate any part of the financing at all? Like when they told
you the rate was 2.29%, did you think that you could negotiate that rate? Did you not
think that? How did you respond?

Well, since | knew | had the 2.25% available, and if I wanted to spend the time to get that
organized with the dealer. | wanted to make sure that the term of the loan was the same
thing because you can say fine; the payment is thus-and-so. But if that’s for a different
term, then it doesn’t work. And it could have been a lesser rate, but it would have been
also for a lesser time period, logically enough. And | wanted the flexibility to have it
more than 48 months, but to be able to pay extra on it if I wished to close it out and not
have any penalties.

Okay. Very good, | So tell me again. How many months of a loan did you want?
Sixty.
You wanted 60.

Uh-huh.
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M: Did you request that?

R: No. | said that is what | had thought, but I’d like to see what their figures were if you had
48, 60, and 72.

M:  And did they show you those differences?

R: Yes. Yes.

M: Okay.

R: And they also, as | say, assured me that you could make extra payments on the principal
at any time.

M: Okay. All right. At any time did either you or someone at the dealer mention the
possibility of refinancing the vehicle or renegotiating your interest rate?

R: No.

M: Okay.
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ADDITIONAL PRODUCTS AND SERVICES

M: All right. So now let’s spend some time talking about your additional products and
services. Did the dealer offer you additional products or services? Or did you suggest
them?

R: I did not know they existed.

M: Ah. Okay. So they brought it up.

R: Oh yes.

M: All right. Tell me a little bit about that process and how that worked. That happened in
the finance department or in the sales department?

R: That happened in the finance department.

M: Okay. So, what was your reaction when they started telling you about these different
packages?

R: | was very close to getting up, actually.

(Laughter)

M: Tell me why.

R: Well, I was going; we’ve already been here for some period of time. And I would just
like to finance the car and leave. But it is true, I'm sure, that they're all required by their
employers to show everything that is possible to be done. And also - the company,
in addition to the dealership, has things that they offer. And that’s what these were. And
so we had a look at them all. And we chose a bundle, which we thought would be the
most useful for us.

M: Did you think at any time that none of these were necessary? Or did you think at any
time that thank goodness they brought these up to me because it’s a used car and | could
use these? Or how did you...? Tell me how you thought, the process you thought about
when you heard these?

R: At first | thought, oh dear, he we go again with the usual sales pitches for practically
everything you get these days. And I tend not to buy the extended warrantees. And |
tend not to buy this and that and the whatnots. But I thought this was a major purchase
and | wanted... She has to tell me. So I might as well listen and see what they have.

M: Uh-huh.
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R:

And so we did get a few things, one of which interestingly enough, was one that she gave
her experience with, which | assumed is true. But it was a tire protection, meaning if
something happens, the tire is replaced. And lo and behold two weeks later, we got a
tired punctured.

(Door opens)

R:

So | suppose that | feel that it’s all right. I’m not sure that these things are necessarily
financially beneficial or not. It’s very difficult for me, not being an expert in all of this,
to say okay well had I not done this, the price for that would be X and | would be better
not doing this. But we did take the smaller of the packages and added it on.

Tell me, at any time during your discussions at this point in the process, was it offered or
did you ask about the ability to just buy one, instead of having to buy a bundle or a
package, as you referred to it?

Yes.
Yes, they did talk about an individual?

They outlined individually, but presented it as if you would like this, then it is bundled
with that. So that is why we did it that way. It was not really going to be possible to get
just cherry-picking different things.

So they described these things individually?

As a whole, yes. We had a description of each one individually and then how it worked
in the three panels on the page, which we read through and decided we certainly didn’t
need their extreme one. If that happened, we might as well just give up driving entirely.
And if we got the lesser one, things that were more likely to happen, would be covered.
And so as you say, being a used car, which has not been my experience before, we
thought it’s all a tossup. And it’s like insurance. If don’t have it, it’s catastrophic in
some cases or if you really need it. Sometimes you pay for it and you think oh dear. I'm
paying all of this and | have never used it. But you have to have it.

Uh-huh.
So to us, it was like a little extra insurance.

Okay. But essentially, they sold them as packages. They didn’t sell the items
individually.

Not individually. No.

Okay. That’s what | needed to know.
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I'm sorry. Too much verbiage here.

Oh no, no, no, no. In fact, you are wonderful. You are a wonderful respondent. | really
appreciate it. Okay. And you're saying that they did provide fairly extensive information
about these different packages.

Yes.

Because you said that they showed them in columns or something?

Plus we asked a lot of questions.

You did.

And I'm not sure whether all of them were relevant or not.

And did they, when they showed you the individual items within the bundle, did they tell
you what the prices were for each of those individual things? Or did they just provide
you with a bottom-line price?

That’s in your paperwork.

So you want to take a look at it? | think you have some here. | think mine’s at this point,
organized if you want to...

Yeah.

So here’s the service contract. And you have the tire and the wheel care.
Yes.

| think there is a dent repair contract.

Yes.

So here are the two, if you want to look at them. I’ll just need them back when you're
done.

Right.
So tell me about it now. Are they itemizing those things or not?

Hmm. Certainly not. | mean we have... It would appear to me to be simply the price and
the sales tax of it.

Okay.
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M:

R:

| was looking. There was a sheet.

How about this one? Take a look and see if you find those prices on that. Because that’s
your service contract. | mean your (inaudible) contract.

This particular figure, the $885.

(Rustling of papers)

R:

It may not be in this particular group of things. Ah yes. There were the different years
that we could have chosen, which I had forgotten.

What do you mean?

We could choose it for 1, 2, 5, 6, 7, whatever. And we chose 7.

Okay.

We thought if we were going to do it, we might as well do it. And so yeah. We just
found that the tire care and the dent care and the windshields were things that were more
likely to happen.

Uh-huh.

And comparing what they call they were || |} |} JJEEEE. \which is as long as you take
the car there for servicing, various and sundry routine things are covered.

Uh-huh.

We felt that those were, hopefully dovetailing. These would not be covered and would
be something that it might be useful to have.

Okay.

So | probably got these all out of order for you.

No. That’s fine. As long as they're together, that works. Okay. And so you would say, |
am assuming then, given our discussion up to this point, that the add-ons were included
with your knowledge.

Yes.

And you were well-aware of it when you were signing your paperwork.

Oh yes.
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M: That you had chosen those things.
R: Yes.

M: Okay.
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CONTRACT AND POST-PURCHASE

M:

All right. Let’s talk about post-contract for a minute. Did you have an opportunity to
review your paperwork before signing it?

Yes.

Okay. And would you say, what kind of review did you give it? You had been there a
long time. Did you read it?

Truth to tell, I tend to read pretty much everything. However, | must say that after five
hours, it may not have been as detailed an examination of it as we would have thought.
However, we did... Part of the reason it took five hours was that we asked a lot of
questions as we went along. So | felt that by the time we got to that point, | was pretty
aware of what was being entered and why it was being entered and what we were going
to be liable for.

Okay. So in looking at the sales contract right here on the second page, would you say
that you went through all of this information?

Yes.

And would you say at any point in time that any of those spots on that page were blank?
Or were they all filled in?

Hmm. To tell you the truth, I'm pretty sure that this is as it was.

Okay.

| could have missed something. It’s entirely possible. Yeah. | don’t... Let me look at it.

These are the things | expected to see.
Okay.

And sometimes you see what you expect to. And you don’t... And you miss something
that you don’t. But that’s to the best of my knowledge.

Okay. We’ll go through it in a little bit more detail in just a minute.
Okay.

Let me ask you this. Have you had any contact with your dealer since you purchased the
car?

Yes. | have.
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Can you tell us? Share with us.

| have had a couple of different contacts. | noticed about, oh | would say a week to ten
days after we had had the car, that there was a dent on the rear passenger door. | was not
at all sure when that had happened.

Uh-hubh.

In that I go in and out of the driver’s side door and don’t tend to walk around the car
every time | get in. | thought that perhaps it was the height that could be consistent with
something happening in a parking lot, you know, a shopping cart, something like that or
somebody banging it. There was no other sign of paint on it, different shade or anything.
So | called to find out who | should speak to about it. I first called my insurance agency,
. and described what | thought had happened and said what is the best order of
things to do here. And they suggested | see the dealership first. And then if it seemed
necessary, contact the insurance company and the adjustor, etc. So | did that. We bought
the car from their |l 1ocation, because that was where the cars that we were
interested in seeing were.

Uh-huh.

However, we wanted to be more associated with the [l one, since it’s closer to our
home in Jl]. So | found the person that I should speak to there, made an
appointment, took the car in. And | must say, they could not have been more pleasant
and helpful.

Now this is the | I one?

No. This is the ||l

Okay. Thisisin |

Yes. And this is their service section.
Okay.

And we spoke to a gentleman by the name of [JJl], who heads up their service
department at that location. And I told him what had happened. And he came and had a
look at it. And he went, hmm. I'm not at all sure about this. 1 think this could take a
fairly major repair. So, more than you would think because of the difficulty in the
location and there's a slight curve in the door, etc. So he said this is the person that we
use for any kind of collision repair, any damage. And | suggest that you contact him.
Have him have a look at it. Let us know. We’ll see, give you feedback. But he said |
think you're going to have the have the whole door panel replaced because it’s going to
be tough.
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M: Okay.

R:  So, Idid. I wentto see || Bl who was very thorough. Looked at the whole thing,
took pictures of everything, and discovered that there was also rust along the door. And
he said this definitely did not happen after you bought the car. This is definitely a
preexisting condition.

M: Ah.

R:  And he said I agree with [JJJl] who told you that it would probably be better to replace
the panel. But he said he would give me an estimate for strictly repairing the problem or
replacing the panel because my need was | would rather if | needed to pay for it or
anybody, I would rather pay for materials and have them...

M: Okay. So...

R:  And have it really done right. So I then sent this to ||| | | . ! finally found who to
send it to.

M: At

R:  Yes, because... Well I found that he is the senior || | | | | | QB And 1 had been
sending it to the wrong one. And so I sent him this. And I sent him an email. And I said
that... And you’ve got a copy of that. | said I really do feel that this should be taken care
of because it is a preexisting condition. | understand that | bought a used car knowingly.
But it was presented to us as something which was in unusually great condition.

M: Right. And did any of the coverages you buy protect you?

R: No. And so I thought, hmm. So anyway. We went back and forth about that a little.
And he agreed to fix it.

M: Uh-huh.
R: But not the rust. So we’re still talking about the rust. So he did not have the panel
replaced.

M: He just fixed it?

R: | sent them the estimates of the precise things needing to be done. And this is a company
that they have worked with a lot. But they sent it someplace else. And one of his people
said ah well, yes. You know, the big guys have agreements with one another. So that’s
why I'm sure it went over here.

M: So the end result of this is that the surface of it is repaired, by the rusting in the panel...
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Is not.
Okay. And so how do you feel about that?

Hmm. 1 feel that | would never consider them should I want to buy another car. | would
tell people without reservation my experience.

Okay. And can you tell me at any time during this process did you even think about
canceling the deal that you had?

Well, the problem is the right of rescission, as | understand it in the ||| GGl is
three days.

Oh. Okay. And this was beyond three days.

Yes.

Okay. Okay. And can you tell me at any time did they talk to you about placing a
tracking device on your car? Did anybody ever bring up a tracking device and activating
a tracking device?

Yes, the [l device. And we did not avail ourselves of that.

Okay. So that was just one of the options they talked about?

Yes.

Okay. Thank you.
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OVERALL UNDERSTANDING

M:

So now we’re going to spend some time with the documents that you have. So let’s look
at this one because this one is the retail installment contract. So, can you tell me first,
point to the part of the document that shows your monthly payment for me?

(Rustling of papers)

R:

M:

Good grief. 1’m beginning to think I was less cognizant than | thought. Ah. Here we
are. Yes, $559.97.

Okay. And can you tell me did you have a different understanding when you bought the
car of what you would pay? Or was this the amount that you expected to pay?

This was the amount... You're talking about the monthly payment.

The monthly payment.

Yes. It was.

Okay. And can you tell me, point to the interest rate on the car and tell me what it is?
Oh. Here we are, 2.29%.

2.29%. And again, my question is did you have a different understanding when you
bought the car? Or was that what you expected?

That was what | expected.

Okay. And in terms of the length of payment, can you tell me where you find that
information, the length of it?

| just noticed that. Hmm.

How long?

Sixty month. 1 know. But I'm just looking for the right... Ah here we are. There we go.

So you found it?
Uh-huh.
Okay. And again, was that what you expected?

Yes.
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Okay. And then can you point to the down payment that you made on the car?
Yes. $4000.

Okay. All right. And that was what you expected you were going to be putting down on
your car?

Yes.
It’s not different from what you expected.
No. It’s not.

Okay. So in summary, I’d like you to tell me how easy or difficult do you find that
paperwork that you're looking at here?

| don’t find it difficult. 1 do this infrequently. So it takes me a while to find things. But
it’s not necessarily the fault of the paperwork.

Okay.

It may be just my being unused to these particular forms.
Okay. And did you read the fine print at all?

| tried to read as much of that as I humanly could.

Okay. All right. And can you tell me did you in fact get a document called a “spot
delivery document?”

| don’t know. Let me see if I have it in here. 1 don’t know if | saw that.

Do you know what a spot delivery contract is?

| don’t know that. No.

Okay. So a spot delivery document is, it occurs when the dealer allows the car-buyer to
drive off the lot with the car on the spot when the sale and the financing are technically

not yet final.

Ah. Well, since we finalized everything before we drove the car home, | guess |
probably do not have one of those.

Okay. And...
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Because the only other thing would be to test drive it. And obviously, the salesperson is
with you at that point.

Okay. So let’s now talk about the add-on menus. Okay?
Okay.

You looked at this initially. And this is the other one. So these are the two. So tell me
about these add-ons.

Okay.

How much did you pay for your premium care package?

This... Let’s see. That is not listed right here. I think that was on the previous page.
Okay. So which one do you have in front of you now?

I now have the one that lists the, part of it was cut off, the premium care, $47.58.
Okay.

Sales tax, $142.

Okay. And I think your premium maintenance? That might be... This is your premium
maintenance? This is a whole other one.

Yeah. Asyou can see it was a little confusing at the time, and it still is.

Right. Okay. Did they discuss these prices with you? This is the care protection. It says
$938.10 as the total.

That’s not the same as I'm looking at here.

No. Not here. I see... Here. Take a look at this contract and tell me what you see there.
Okay. Premium maintenance, premium care is $47.58, premium maintenance, $39.45.
What's the difference between those two?

At this point, I do not know. | must be honest with you. | would have to go back and
look at all of the descriptions.

Okay. And can you tell me when you were discussing these special programs, these
added services and options, did you price those? Did you know what to expect pricing-
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wise with those things? Or like, you know, you said you did all this research. And
you...

Well that was only on the car.

Right.

| didn’t know about the existence of these.

Okay.

So this was all new to me at the time.

Uh-huh. Okay. So you didn’t price these plans.

No. So I have no information other than that presented at the time.

Okay. Okay. And did you and your husband feel that these were reasonable costs for
these programs that they were describing to you or detailing to you?

Not necessarily. We felt that we didn’t really have enough information of our own to be
able to discern that.

Uh-huh.

| did ask the question a couple of times in a couple of different ways about just forgoing
this altogether and thinking about it and giving them a call back in a couple of days, to
see whether we would like to amend, because we could then either purchase them with a
credit card or a check or whatever, and not roll them into the price of the car.

Uh-huh.

But again, it was one of those “now or never” kind of situations, which upset me greatly.
But after a while...

And when you say it was a “now or never,” what does that mean?
Meaning | couldn’t forgo and then activate.

Oh. So they said no you can’t do that.

That’s right.

Oh. Okay. They said you have to do it now.
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It’s either now or you don’t do it. And we really sort of had to... | know this is illogical.
But you sort of had the feeling of I drive out of here and something happens and I'm
done, you know. Totally illogical. I like to think of myself as a reasonable person. But |
am not sure that | really took onboard all of these details.

Okay. Fair enough. And would you say you and your husband are similar in that way?
Is your husband sort of more likely or less likely to...? 1’m going to take that one, too, so
| don’t miss it. More likely or less likely to do that kind of analysis as you’re sitting
there?

He is very hopeful that I will take it in hand.

Okay.

I'm not using age as an excuse. But I'm [} Heis | He has obviously many wonderful
qualities or I wouldn’t be married to him. But liking to analyze things and deal with
numbers and options is not one of the things that he likes to do.

Okay.

And the last time he bought a car, he was, this was before, long before we were married.
And he was a diplomat and they told you where you could go if you wanted to buy a
certain car and how much it was. And you did that. So, he has never experienced any of
this.

Okay.
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OVERALL EXPERIENCE

M:

M:

So can you tell me as a final thing how you would overall consider your experience with
regard to purchasing and financing your car, as a last question for today?

It’s a two-part answer.

Okay.

| feel that the young lady who was helping us with the financing was doing her job and
was trying to explain things. However, | felt that the whole experience was somewhat
pressurized.

And what made it feel pressurized do you think?

| think largely the concentration on this kind of used car condition and mileage does not
come up often (inaudible). However, it was a very nice car. And it was the kind that we
wanted. And we had gone to a couple of places before; just to have a look at things and

test drive them and see what we felt was good.

Uh-huh.

(Door opens)

R:

| did ask about the mileage because | was concerned about that. But | was terrifically
reassured on that, on the condition part. So | feel, given that plus the not being able to
think about the various extra options and let them know, were pressurizing situations and
negatives on that.

Uh-huh.

| feel that the people in the service department whom we met subsequently, | would rave
about. They were very helpful, very much concerned. As a matter of fact, | found out
later that the gentleman, JJliJ that | mentioned to you, actually brought up our situation
in a management meeting because of that. So I feel that the following along was good. |
feel that the experience itself was something that | hate to admit, but I think it was sort of
they saw us coming.

Ah. Let me ask you this last question. Did you purchase tire and wheel care? And
where was this on the contract?

That’s part of the... Tire...
And wheel care.

That was in...
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(Rustling papers)

R: Okay. That I think has them delineated. The last one doesn’t.

M: This one?

R: Okay. | believe whatever would be off here... Thisis... There were two choices here,
as the tire and wheel. And as | understood it, the tire was also wheel, but it does not say
“wheel” here of course. So...

M: And so the question is where on the contract? So here’s your contract. Where on the
contract with the costs, which appears to be | think $938.10?

R: That is... Okay. That’s interesting because I only see additional items, $885, without an
explanation. Unless it’s over here.

M:  Well this does say $885, and then sales tax of $53.10. So maybe that’s...

R: But why would you not have the sales tax included on the final purchase price? Maybe
it’s included in the $261.09 tax. But I assumed that was strictly for the vehicle.
Interesting question.

(Laughter)

R: Let me go back and redo this whole thing.

M: No. You did a great job. Itisa lot. I will say that. Okay. So any parting words of
wisdom for me?

R:  Well, I think that |l should run a purchase...

(Knock on door)

M:

M:

Yes. Come in. You can just come in.

Okay.

Thank you.

How to purchase a car and what to watch for.

Yeah. She wanted to know where on the retail installment contract. But you pointed to
me where you thought it was. Right?

The additional items thing?
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Yeah. This wheel and tire...

Well I am making an assumption here that since the figure is the same, that that’s what
they mean by additional items. But it is not delineated here.

It’s not stated that that’s the... But because the number is the same, you're assuming it is.
Yes.

Okay.

It may be a false assumption.

Okay. Very good. Well you've been fabulously wonderful. 1 really appreciate the time
you gave me today and your thoughtful opinions about everything. Thank you very
much. | appreciate you coming in.

| hope this is useful.

It is very useful. We really appreciate it so much.

How many people do you intend to have in it?

In the study? It varies. This one is about | Yeah. But it varies. And sometimes they
are groups and sometimes they're one-on-ones like this. But because of all that
documentation, we felt we had to do it one-on-one. Thank you so much.

Thank you.

Have a great rest of your day.

// end of recording //
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AUTO BUYER STUDY

/8812 -

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M: So, to get started, if you could state your first name only?
R

M:  Okay. And can you tell me, [JJJ il what was the most recent car that you purchased
and when did you purchase it?

R: It was | believe. It was . | think that’s the
date. And itwas a )

M: Okay. Very good. Thank you so much. Congratulations.
R: Thank you.

M: Tell me what you liked, if anything, about your experience and what, if anything, you
didn’t like about your experience? And this was shopping for and choosing the car.

R: | think what | liked was, at least in this experience, | didn’t feel any pressure. When |
came to the dealership, I was really just looking, because I was trying to do research on
some vehicles. | had done some previous research and went to different dealerships for
different brands, not necessarily the [JJfl}. But I was looking at other brands as well.
And it seemed that the person who just happened to come up to me and speak to me
wasn’t really into pressure. It was really sort of like; what are you looking for? He
actually told me right flat out he’s like; | don’t make a ton of money off of selling a car.
So, you know, I'm not going to push or shove you anything. This is really what you
want. So, they happened to have a lot of specific specials that day in terms of discounts.
So, I didn’t feel like | was sort of pushed in a way. But in a way, he just explained to me.
Look. I don’t know what's going to happen tomorrow. These things sometimes update
daily. So while I didn’t feel pressure, | did feel like there was a time limit to what | had
to do in terms of making decisions.

M: Ah.

R: So that wasn’t bad in terms of pressure. | didn’t feel like I spent too much time there. |
think there was part of the process where we had to go back and do something again,
which | thought took a little bit of extra time. But I didn’t feel like normally 1 spend my
whole day. | know sometimes you go to a car dealership and you feel like you're there all
day.
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M:

R:

Did you know how long from the time you got there to the time you left?

If I recall correctly, | think | went to look at...

(Phone rings)

R:

M:

I'm sorry.

That’s okay.

That’s going to show up on your thing.
That’s all right.

Let me shut it off now.

Yeah. That would be great.

Sorry about that.

That’s all right. Usually my staff reminds...

You know what? | had just turned it on when | was waiting. Otherwise, it was off. So
I'm sorry. Sorry about that.

That’s okay. No problem.

There we go.

Okay.

I'm sorry. So where were we? Oh. So | think I believe I came to the dealership, | want
to say it was either 1:30 or 3:30. I'm trying to remember. | know it was half of the time.
| think it was 1:30.

Okay.

And I was only going to spend a little bit of time there. It may have been 3:30. Crap. |
just...

It’s okay. It’s less about from what time to what time as much as total number of hours
that you spent, about.

Okay. So I think I left back out of there sometime between 7:30 and 8:30.
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Okay.

But | think that part of the problem was there was... | think it was 7:30. There was just
an issue regarding the finance. They had to make some calls or something. And it was
getting late, past five o’clock at that point. So, there weren’t a lot of people available. So
| think that was part of the problem. So, that wasn’t as bad | think as | thought it was
going to be. I think it was 3:30, now that I think about it. It was 3:30.

Okay.

So that was all in all about five hours or so. But I test drove the car at the time. | was
looking at different cars on the lot. It wasn’t entirely just me sitting there waiting.

Uh-huh. Let me ask a couple of questions. You said you did a lot of research
beforehand.

Uh-huh.

Exactly what kind of research did you do?
Okay. First | went to the auto show.

Oh you did?

Yes.

Okay.

So | could actually look at the cars. And I had just had a [ lll. And they redesigned
it. And I hated it. So that took it off my list. It was unfortunate. So I left that. So I was
looking for other options at the time.

Uh-huh.

Also within I kind of wanted to spend. | knew I didn’t want to a lease this time again.
I've done leases the past several times. | switched to purchase this time. But I've done
purchases in the past. So, I'm familiar with both now. So I looked at the... | went to the
auto show and sat in them and looked at them. | didn’t test drive at the auto show. Then
| did some research online, sort of what some reviews were done on the cars and the
options that were available. I played around with the specific websites for the auto
manufacturers and looked at the different options that were available.

Uh-huh.



Then I went to the local websites and looked at the cars that were in stock in terms of
what was available. Because | know you can usually make a better deal with things that
are on-hand, rather than doing a bunch of fancy dancing.

Ah.

So, I did that. And then I actually went and test drove different cars at the local
dealerships.

Okay.

So | did that. And then talked to them a little about what was available in stock or what
they could transfer, anything that was feasible in terms of obtaining a car.

Ah. Okay. And was there anything negative about the experience of shopping or
choosing the car?

Hmm.
That you can think of.

Well, one thing, and | understand, you know, they get shipments sometimes daily. They
don’t always know. But it seemed to me their website didn’t have the true inventory that
they had.

Uh-huh.

But it actually worked out well for me. Because | went and | was looking at a car that |
really didn’t want. | didn’t like the color. I didn’t like the interior and some other things.
And so | just happened to ask do you have anything else? And he's like; what about this?
And so | went to the end. And we got the keys and we looked at it. But there was a
delay because it was so new, it just came off the truck two hours before. So it wasn’t
even in their system.

Ah.

So they couldn’t find the keys. They didn’t know where this was and that was because it,
| guess the person hadn’t gotten to it yet. But it was the one | wanted anyway. So it was
lucky.

Yeah.
So that was a little... | mean it wasn’t a big problem. But it was a little, you know, kind

of strange. I'm like okay. You’ve got this in inventory and you don’t even know it’s
here?



M: Ah.

R: | thought that was a little concerning. But if it’s new, you know, | understand. Maybe
they just didn’t get to it.

M: Right. But other than that?
R: Hmm.

M: Were you affected in any way by any ads that you saw with respect to what kind of car
you were going to buy? Like did you see ads for...?

R: Yeah. | did. There was a couple... Actually, some of the ads that made me think about
were the financing options and the terms and the cash back, those types of...

M: Ah.

R: That’s what | was looking for in terms of making the final decision. What was going to
be the best deal | could make? And I'm not really a deal person. Like if | want
something and it’s more, | get what | want. I'm not really one of those like finaglers a lot

of times.
M: Uh-huh.
R: But when | was looking at what was available, | thought that was the best choice,

especially if I could get something for less than I was looking for something. 1 just
figured that could play in at this time because it made sense.

M: So the ads that you were perusing or looking at were the ads that talked about what
specifically?

R: Well | saw some on television that were talking about like [Jfj had 0% for 72 months.
M: Okay.

R: And | think they said... | can’t remember if they said “and/or.” But at first | thought it
was “and.” But after going to the dealership, | realized it was “or” $3500 cash back.

M: Ah.

R: So it was the either/or, which | thought was “and,” but it was actually “or.” Then, like
I had one that was 0% for 60 months. But that was by the end of ||l So
some of them had longer periods, through [} Il had one that was through the
beginning of | So there was a variety of different options that | saw commercials.
And then when | want to the websites, it reinforced that from different sections. You
could click on offers and it will tell you what offers are available.
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M: Ah. Okay. Great. Thank you very much.

R: Uh-huh.

M: You told me how long it took. Did you leave the lot with your car that day?
R: No, because | had my lease vehicle. So I couldn’t drive two cars.

M: Oh.

R: So | asked if I could keep it there and come get it later. And I think | got it... | got it the
next... |think I got it the next day.

M: Okay.
R: Yeah. The next afternoon.

M: Okay. Got it.



AGREEING TO A PRICE FOR THE CAR

M:

R:

Now let’s talk about the pricing of the car for a minute.
Uh-huh.

How did you go about getting to a price for your car? Did you negotiate? How did that
process go?

Well, I didn’t actually have to, which is what | kind of liked about it. Because there was
a sticker price, which was $32,000. And they had a sale, you know, like the

sale price of...

Right.

| think it was $29,500. But then | had $3500 cash back. So | paid like $26,000-
something. It was like $26,200 I think is what it was for the actual price. So, that’s like
almost $6000 off the sticker price. So | didn’t feel there was a need at that point, you
know, to push that issue because it seemed pretty obvious that they were clearly trying to
unload inventory.

Okay.

So that’s why | sort of said okay, this seems feasible to me.

Okay. Very good. Thank you. So thinking about that part of the purchase, so we’re now
talking about the pricing of the car.

Right.

So, what if anything in particular did you like about the experience and what, if anything,
did you not like about the experience?

About financing it?
Not the financing. We’re going to get to that in a minute.
Oh. Okay.

Just establishing the price. Like when they... You saw the sticker price at $32,000-
something. You knew they had this cash-back offer.

Uh-huh.

Was there anything about that experience, working with your rep at the dealership that
you either liked or didn’t like?
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R: Okay. 1 did like the fact that | didn’t have to sit there and analyze, you know, what the
average price was or what the... You know? There are websites like True Car and stuff
like that where you can find out in your area what something was paid for. | don’t... |
like that | didn’t have to sort of do a lot of that. They were essentially saying, hey this is
the sticker. Hey this is what your price is. This is our sale. So I didn’t feel like | needed
to overthink it and sort of over-analyze it. Not to say that maybe I couldn’t have gotten a
better deal. But that seemed pretty, you know, reasonable to me in terms of sale price.
So | liked that I didn’t have to do a lot of bargaining and arguing and passing notes.

M: Okay.

R: My time, sometimes is worth more than just that, what, you might get a couple of
hundred dollars if you can. Sometimes, it just gets too irritating.

M: Uh-hubh.

R: So I liked that. 1 didn’t like the uncertainty they had though, about how long something
would last.

M: Like what do you mean?

R:  Well they talked about, you know, how this || | | | | QJEEEE sale ended on the | And
then they said, well, you know, we find out every morning from the manufacturer, you
know, from [}, if we can continue these types of sales for another day. So they said
sometimes it’s even hourly. Sometimes they call them and say, you know, stop doing
this or stop doing that. So I didn’t like that sort of, you know, it was kind of unclear. |
kind of felt like in that way, oh you better get it now or it’s going to be gone. We might
not have this special tomorrow and then we’re back up to a higher price.

M: Uh-huh.

R: So, I didn’t like that in the way that it was unclear about what the real terms were in
terms of longevity of the sale.

M: Promotion. Uh-huh.

R: But there wasn’t... | guess there wasn’t anything else that stood out to me that | really
liked or really hated either way.

M: Okay. And I should have asked you at the beginning. Did you go with somebody?
R: No. | went by myself.

M: Okay. Very good. Now, can you tell me what was the...? You said the original price on
the car you said was $32,000-something?
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R: As a matter of fact, | can tell you exactly. It’s right here on the sticker. $31,985. So $15,
yeah.

M:  $31,895?

R: $31,985.

M: 985.

R: Yeah. So $15 less than $32,000.

M: Okay. Very good. Thank you.

R: Uh-huh.

M: And can you tell me what was the price you agreed to finally, for the car?

R: It was, | think it was $26,225.

M: Okay.

R: | believe that is correct.

M: Okay.

R: If my memory serves me correctly.

M: Okay. When we look at your paperwork, we’ll confirm that.

R: Okay. That should be the number. Because I recall that’s the number that they said. |
am right?

M: You're pretty close.

(Laughter)

M: Okay. So we’re going to... We’ll go over it. You’ll reiterate that to me when we get to
there.

R: Okay.

M: Did the dealer indicate to you at any time that you could get even a better price if you
agreed to any certain conditions?

R: Not that I recall. We didn’t have any discussion like that. No.
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M: Okay. Did you trade in a prior car when you bought this one?
R: No.

M: Okay.



OBTAINING FINANCING

M:

R:

All right. So how did you end up paying for your car?
It was financed through the dealership.
All right.

When | came forward, | knew that my credit union had a specific rate that they could get
me for a new vehicle.

Uh-huh.

So, the number... We went through a couple of different stages of that in terms with the
finance manager. But where they came to sort of a percentage and term that | thought
was reasonable to me and closely in line with what | knew | could get on the outside,
that’s when we sort of came to the agreement at that point.

And when you said “term,” you mean?

The term of the loan, five years or six years, and then the rate.

Okay. So how long.

Yeah.

Okay. So you were looking at the interest rate and the term, how long the loan would be
for.

Correct.
And did you stipulate those things? Or did they stipulate those things?

Well first, we talked about what the options were that they were looking at. So when
they first... The first offer that was made from the dealership in terms of a special was
0% for 72 months. But if you do that, you forgo the $3500 in cash back, which was part
of the $26,225 number.

Uh-huh.

So once | said that that... | really didn’t need a loan that long. That just seemed sort of,
you know, $3500 when you do the math was more advantageous to me. So the other
options were five-year terms and four-year terms. So based on those and in terms of a
small down payment that | gave to offset some of the taxes, tags, and everything like that,
we were just looking at different numbers from that perspective.
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Okay. So you said “down payment.” What did you give as a down payment?
$3554.20.

Okay. All right. And was that your decision or suggestion? Or did they ask you for that
amount? How did that work?

No. That was my decision. And actually in retrospect, | probably didn’t need to give
them that much money. Because what lowered the interest rate that | was paying was the
term, not the value of the loan.

Ah.

So | just went ahead and did it anyway because | had it. It didn’t bother me to do that
upfront because it still saved a little bit of interest charge, you know, over the long-term.
More so than you would make in any sort of savings account environment.

In this environment.

Sure. Correct. So that was really what made the final decision. But what made the rate
more attractive was the lower, the term, the fact that the term was less, versus five versus
four, I believe was the difference.

Okay.

Or six. | forget which one.

Right. We’ll take a look at the paperwork and you're going to be able to tell me I guess
exactly. What did you tell me? You may have said this. And forgive me if you did.

Sure.

What was the rate that you think you could have gotten from your credit union versus
what was the rate that the dealership gave you?

| believe the rate from my credit union, and | don’t think I said what it was, | think was
1.99%.

Okay.

So, the interest rate | got from them was 2.24% | think or 2.25%, somewhere in that
vicinity.

Okay.
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So having to go do that paperwork and spend the extra time and have them hold the car
and go through all that process for that small amount of money, didn’t make sense to me,
especially since | know | pay more than the minimum. So | knew | was not going to go
the full term of the loan anyway.

Oh you do pay more than the minimum.

Ohyes. So, | knew that it was going to be paid off long before the end anyway. So it
didn’t make sense to me to do that.

Okay. Where did you discuss the financing at this dealership? Was it...? Tell me again,
was it with your sales rep? Was it with somebody else? And was it in the same location
that you did your, you know, selecting your car and all of that versus in some other
location?

Well, selecting my car was actually done in the lot. So | was able to determine which one
| wanted. Then back at the sales representative’s desk, we talked a little bit about
financing in terms of the options that were available, whether it was my credit union or
them. He would go back and speak to the finance manager and come back to me a
couple of times about the availability of the 0% for 72 months, the $3500 cash,
everything that worked into it. So we had a couple of conversations on that. But then in
terms of the actual numbers and getting down to the basics and the brass tacks | guess,
was actually in the finance manager’s office.

Ah.
So I spoke with her directly.

Okay. And you said that the thing you were concerned about the most was the term of
the loan. And anything else?

Well it was the interest rate, the term of the loan, and ultimately what that minimum
payment meant in the big picture of the total purchase price of the car. So it was kind of
a culmination of all of those things.

And what do you mean by minimum payment? What are you referring to?

So, for example, you know, if it’s a five-year term and you're paying 2.25% or whatever
it is, they would say the minimum payment required by || ] Bl which was the
lender, was $456 a month or whatever.

Oh. So you're talking about your monthly payment.

Correct. Correct.
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And that’s actually of interest to me. Did you, going in, have some idea of what you
wanted to pay a month for the car or not really?

| did, only based on my last leasing payment, monthly payment. So | knew | wanted it to
be less than that. That was the only...

Less than the?

My previous...

Which was?

$685.10 a month.

Okay. So you wanted it to be less than $685.

Correct.

Okay. And did you express that to the finance person or the sales person or somebody?
No. Ididn’t. No. I justsort of kept that to myself.

Okay. So you were just watching to see what it would come out as.

Uh-huh.

And as long as it came out less than $600?

$685.10. It wasn’t so much it was less than $685.10. | mean that was important. But |
think I was looking for what the differences were between the terms. So if it was a six-
year loan, what would the payment be? With a five-year loan, what would the payment
be? And in a four-year loan, what would the payment be?

Ah. Got it.

But in the grand scheme of things, those weren’t big swings anyway. But also, | was
thinking in my mind well what if something were to happen where | would need to only
make the minimum for a certain period of time, just in case? Would that be feasible. So
that sort of helped me plan my decision of making, zeroing in on my final terms.

Right. Okay. Thank you very much. Did you or did any individual within the dealer
ever suggest refinancing the vehicle or renegotiating the interest rate or the monthly

payments on the purchase of the car at any point?

No. Not renegotiating. But I know the finance manager made an error. And so she had
to cross everything out and redo it. She said wait, I'm looking at the wrong thing. And
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so she had to redo the numbers. But other than that, yeah, it wasn’t a renegotiation. It
was just a reevaluation.

And when that happened, was that something you noticed first? Or did she notice it?
Well something seemed wrong to me. And | was kind of just looking at it. And | was
like, this does not seem right. But before I could say anything, she said, oh wait a
second. And then she said, I'm sorry. And then she started crossing... She said, let me
redo this. So she crumpled up the paper and rewrote what she was doing on a piece of
mater, which made me... Once | saw that, | was like | knew something didn’t feel right.
Uh-huh. Okay. So there was a hesitation on your part, thinking something didn’t feel
right. But you didn’t say anything. And she noticed it before you had a chance to say
anything.

Correct. Yeah.

Okay. And was all of this happening on written documents or was this happening on the
screen?

This was on a piece of paper.
Okay.

So, she was writing down whatever she saw on her screen, which | couldn’t see. And she
was writing down numbers.

So it wasn’t on a contract of any kind.
No. It was like this.

On a blank piece of paper.

Blank paper. Yeah.

Got it.

And it was funny because she must have seen the look on my face, because I'm kind of
expressive.

Yes. You are. Yes.
When you look at me, you kind of know what I'm thinking.

Yeah.
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R: So she was like, what is this?

(Laughter)

R: So it was probably my look.

M: Yeah. That’s my favorite part of my job.

R: Oh, looking at people’s expressions?

M: Is looking at the....

R: Well, you can usually tell with me. I'm not that great with a poker face.

M: Well, that’s okay. That’s okay. | appreciate that actually. Okay. So there was no
specific discussion of refinancing at any point.

R: No.

M: Okay.
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ADDITIONAL PRODUCTS AND SERVICES

M:

So let’s now talk about additional products and services. At any point that you spent at
that dealer, did anybody mention to you additional products and services that you could
purchase?

Yes.

Please tell me about that whole experience. What was that like? What did you like about
it? What didn’t you like about it? How’d it work?

So, they brought out this brochure, sort of like this right here. And it talks about... Oh,
this might be one of them. Yeah. Well this is something like this, where they give you...
Well this talks about rewards. But they have all these different types of things. They
have one where it’s an extended service plan. And this one is, | don’t know. | guess
that’s... | need to actually read, sort of reach back out to make sure I'm clear on what my
purchase entails. But I think it’s free oil changes for a period of time, but I have to
double-check.

Uh-huh.

Because | don’t remember.

So this is a rewards program, this brochure.

Yeah.

But you're saying that they also have it for a maintenance program or something?

Yeah. Extended service plan.

Oh.

ESP I think is what they call it.

Okay.

So they had items like that you could extend for certain periods beyond the
manufacturer’s warrantee of three years, 36,000 miles.

Was there anything else that they recommended or suggested?
| think that’s the only thing they had was just this extended service plan. There wasn’t...

They didn’t... They didn’t come up with... You know, some dealerships talk about
undercoating and all this other nonsense.
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Yeah.

They didn’t talk to me about that. They only talked about that specific extended service
plan. What did | like about it? | mean it sounds great in theory. But what I didn’t like is
there’s not really like a fee schedule that they sort of tell you upfront. It’s sort of like
nothingness in the beginning. And then when you're in the finance office, then they kind
of talk to you about it. But then the numbers aren’t even firm. It seems that there's still
this small sliding scale. So I'm not even sure what you're supposed to pay. And are you
really paying the right price? Are you getting a deal or are you not? | don’t know. I just
didn’t like... It kind of turned me off.

Uh-huh.

Because | don’t like that whole uncertainty about, you know, oh yeah we can change this
for you. No. That didn’t work for me. So I just said nope. Let’s just keep moving.

So you shut it down. You said, I'm not interested.
Yeah. | said I'm not interested.
Okay. That rewards program, did you decide to participate in that?

No. I didn’t realize until I just opened that up. So I see it. But I don’t know enough
about it yet.

Did they say anything about something called gap insurance?

That I think we did... It was mentioned. But I think... I don’t think it was a purchase
option because | think my car insurance has something built into that. And from my
memory tells me that it wasn’t a sale point. It was just something about a reference about
the gap insurance. But...

Meaning like they said do you have gap insurance?

Maybe. Maybe something along those lines. But I knew whatever it was | didn’t need it
because | knew it was covered, based on the insurance plan that | had at the time.

Okay. So if they mentioned it, whatever was discussed was like oh no | already have
that?

It was sort of in... | almost felt like it was informational rather than sales-based.

Oh okay. One of the other things | wanted to ask you about is, and you mentioned this,
so 1’d like to clarify it.

Uh-huh.
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You said they actually first mentioned to you this extended warrantee. Was it in the sales
department like when you were with your sales rep? And then they started going over the
specifics of the money part in finance department?

Yeah.
Is that what you said?

Uh-huh. It was a separate thing. So he had a brochure. He said, oh let’s take a look at
this. And | don’t know if the finance person gave him this or where it came from. But it
came from this undisclosed location, brought it right down to me. And he said oh yeah,
take a look at this, you know. And you’ll discuss it with the finance person.

Oh. 1 see.

So he kind of let me know that this is something I could look at. And he might have said
like two or three sentences about it. He didn’t go into this great detail.

Okay.

But I got more detail in there. And then the kind of fancy dancing, selecting, you know.
Okay. Great. Thank you for clarifying.

Uh-huh.

When they talked to you about the extended warrantee, you said that they really didn’t
nail down a price. It was sort of iffy, what they were talking about?

It was kind of odd. Because we were talking about... There were no numbers that | saw.
And then she was telling me what the numbers were. And | remembered this happened
long ago, where | had done something like this. And the numbers were negotiable. Then
| had heard that there was some lawsuit filed where people were claimed they were given
higher rates based on protected class and other, you know, specifics about who they were,
what they looked like, or whatever.

Really?

Yeah. So then it got reversed where it was very specific in terms of how much things
were. But I didn’t really get that because she was like, well I mean we have some leeway
here. And then I said, well what? Then you don’t really have real numbers. So it was
just... Idon’t know. Itwas just a little too ambiguous for me, in terms of something
with specific, but it really wasn’t specific. So | just stayed away from it.
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Okay. And it was just this individual product, the extended warrantee. It didn’t include
other kinds of things? Like was it sort of like a package or bundle anything like that?

I know it was an extended service plan. And it talked about, you know, it talked about
bumper-to-bumper warrantee, except for the bumpers. That’s like the phrase I remember.
It covers everything except the bumpers. And you just pick the term of how you want to
extend it.

Ah.

But I'm not a... It was really interesting to me anyway because I'm not a “keep the car
till it dies” kind of person. | never have been. And I probably never will be.

Okay. Got it.

Yeah.

So how long do you usually keep a car?

It depends. I've had cars for less than a year.

Oh.

| mean | just... Some cars | think I like and then | hate. And then if it’s plausible, it
goes. Otherwise, if | really like something, I keep it. If it’s something | can keep, like
the lease. I love that . The problem was is that | wasn’t going to take, you know,
buy out the lease and take a $6000 loss. It just wasn’t going to work.

Right. Okay. So you didn’t buy any additional products.

No.

Okay.
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CONTRACT AND POST-PURCHASE

M:

So let’s talk about the contract and post-purchase. Did you have an opportunity to review
your paperwork before signing it?

Yes.
Did you review it?
Yes.

Okay. And do you recall how you reviewed it? Like what did you concentrate on? And
what did you like sort of gloss over?

Mostly the numbers. | mean | usually don’t focus that much on boilerplate language.
Because number one, you can’t change it. So either you accept the contract for what it is
or you don’t.

Okay.

So, you can’t go through and just mark out what you want. It’s not a table negotiation,
you know. So a lot of the standard stuff, | don’t really focus too much on. | understand
that you probably should because you want to know what you're getting into. But the

numbers, the money, the fillable areas are really what | focus on more so than anything
else.

Okay. So actually, that helps me a lot. The fillable stuff. Did you fill stuff in? Or did
the dealer fill it in?

No. They filled in everything. The only thing I filled in, because everything was printed
from their dot matrix printer that | can’t believe they still use.

Wow.

| know. The only thing I did was my signature.

Okay.

I mean | did a credit application, which was still paper, which was kind of crazy to me.
But so | did that. But other than that, I didn’t do anything. And in terms of that final
paperwork, my initials or signatures were the...

Is your credit application in here, too?

No.
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M: Okay.

R: They didn’t provide me with that.

M: Oh they didn’t.

R: No.

M: Okay. Let me ask you this. So they filled in all of the blank spaces.
R: Uh-huh.

M:  And when you were reviewing your paperwork, did you check to see that all the blank
spaces were filled in? Or how did that work?

R: Most of the blank spaces that caught my attention were either, had NA in them, not
applicable.

M: Uh-huh.

R: Or they were sections that something was checked at the top that said not, you know,
didn’t apply. And they were blanks. So it automatically assumed that it wasn’t
applicable.

M: Okay.

R: | didn’t recall seeing anything blank that caused me any concern.

M: Okay. All right. Can you tell me was there anything in particular that you liked or didn’t
like about the signing process?

R: I mean | liked... I feel like there is less paper now than I remember in the past. I
remember for some reason like somebody giving me like a manila folder, a thing full of
all this paper. And what | have here in this is literally everything that | got.

M: Ah.

R: | feel like it’s less paper, which I thought was good. Because | don’t... You know, when
you buy a house, you're signing about 400,000 thousand times. | didn’t have to do that
here. So that was helpful. But that might just be a sign of the times. When you sign
once, maybe things just sort of transfer now. I'm not sure.

M: And did you sign on paper or did you sign digitally?

R: No. | signed on paper.
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M: Okay. Can you tell me since purchasing this car, have you had contact with the dealer?

R: Yes.

M: And for what reasons?

R: They have called me several times. Not the finance person, but the sales guy. He has
just called to ask me how | was doing, how | enjoyed the car, which is nice. | think he’s

done it like two or three times. He has also emailed me a couple of time. So I think
altogether he's probably asked me how I like the car about four or five times now.

M: Uh-huh.
R:  He also asked me about a specific phone app called 1And he said that they're
trying to ensure that everyone who buys a [JJij with the system in it has that on

their phone and is using it. So he actually offered me a full tank of gas if | were to come
in and do it. But I had already loaded it on my phone.

M: Oh you had.

R:  And already had done the ||} ]l and all the other stuff.

M: And what's the purpose of this app?

R: [ there are some options in there where you, it has your address, it has some
other information maybe for marketing for purposes. I'm not sure. But there’s a section
of the app where if | was in the mall and it was like zero degrees outside, | could press a
button and my car would start so when | got out, it would be warmed up for me. | would
have to be within relation to the key fob.

M: Oh.

R: My | had that, too.

M: So you were used to it.

R: Yeah. | was used to it. Yeah.

M: Uh-huh. So do you like that feature?

R:  Yeahldo. I haven't used it yet. But I've used it in the past, with my |

M: And did they charge you for that feature or not?

R: No. It was free in the past. And it’s free now.
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M: Okay. All right. Has there been any other contact with the dealer, either on their part or
your part, since you purchased the car?

R: Hmm. Beyond that, no. Other than the emails and the calls from the salesperson,
checking up on me and the ||, that’s all.

M: Okay. Have you had to return the car for any reason at all to the dealer since you
purchased it?

R: No.

M: Okay. Was placement of a tracking device required or discussed at any time with you in
your discussions?

R: A tracking device? | mean is it more specific, the tracking device we’re talking about?
I'm not sure.

M: All I know is that it’s referred to as a tracking device. | think it potentially means that
you couldn’t start your car possibly.

R:  The only thing I can say regarding tracking devices is I'm pretty well aware that |||l
does some kind of tracking.

M: You mean the app.

R: Oh it has to.

M: Okay.

R:  Ittells you about GPS activity when you first turn on your car because it’s ||| . So
I'm sure there is some type of tracking, not like... There isn't a |JJJlij or anything like
that that I'm aware of.

M: Okay.

R: Or one of those secret CIA FBI things under your car.

(Laughter)

M: Okay.

R: But I'm sure there's some trackability, if that’s a word, through the app.

M: Okay. Thank you very much. | learned something just now.
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OVERALL UNDERSTANDING

M:

Okay. Now we’re going to talk about the paperwork. So I'm going to need your help
with that.

Okay.

Let’s give you this one first because this is the, if | get this right, is the retail sales
contract. It has all the numbers on it. So I'm going to give that to you first.

Okay.

Okay. So the very first question that I have for you is; tell me what you think that
particular document, what purpose does it serve? What do you get it for?

It tells you the finance terms of the contract.

Okay. Can you point, since you’ve got that and believe it represents the finance terms of
your deal? Can you first, for me, point to the part of that contract that shows your
monthly payment and tell me what your monthly payment is?

$459.45.

Okay. So when you were working out this deal, is that what you understood your
monthly payment was going to be?

Yes.

Okay. Did you find this document in general easy to understand or difficult to
understand?

I mean, you know, | come from the school where I think there's always probably a better
way to do something, depending upon perspective. So | mean, yeah. | mean it sort of
separates stuff. But, you know, | don’t know that | would say it was difficult or easy.
It’s got a lot of stuff on there that’s got non-applicable. So you're like, what is this even?
And it’s a lot of words. | mean it didn’t scare me, but it didn’t make me say oh wow this
is so easy to look at.

Right. That’s a good way to describe it. Thank you very much. Okay. | need you to
find and point to the APR? And what it is?

2.29%.

Okay. So again, is that what you expected it to be?
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Yeah. 1 think I was off a little bit in my memory. | think I said 2.24%. But 2.29%
sounds right, now that I'm looking at it again.

And when you were looking at that interest rate in comparison to your credit union that
you were talking about, did you actually do the math in your head to determine? Because
you made the determination that it was close enough, that it was just, what did you say,
convenient, to just do the financing through the dealership as opposed to through your
credit union? Did you do the math in your head. Or you didn’t really even have to
bother doing that? You just sensed that it was the better deal for you?

Well I knew the difference was .3%. And | know it’s a simple interest loan. So, on a
yearly basis, .3%, | mean that’s not a lot of money.

Uh-huh.

And the fact that | knew that | was going to be paying more than the monthly payment to
pay it down before the term was up, it was... Knowing the actual number, it didn’t make
sense to me. It didn’t make sense to spend the time because | knew what made sense to
me more so was getting the $3500 cash back versus the 0% for 72 months. That was the
number that was more important to me than this number. Because | knew it was going to
be insignificant in the long-term.

Long-haul. Okay. So you said it’s $459 is what you pay a month, approximately, and 45
cents.

Yes.

But you said you usually pay a little more?

Yes.

Okay. Is there a typical increase that you pay on a monthly basis?

Well it just depends, I think.

Okay.

| look at what... | keep tabs online. Of course I log into the finance website.
Uh-huh.

And | keep tabs on what the remaining balance of the loan is.

Onh.
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So I kind of see on a monthly basis how much I'm paying in interest, just as a sort of
snapshot in my head. So | mean I've already paid $1500 on the car, since |l So.
what's today, [l or whatever it is?

I So ! just sort of, whatever seems reasonable at the time, I just pay.

| understand. Thank you. So, now look at the retail installment contract and tell me
length of payments. Where does that appear on there? And what does it say?

Sixty months. Sixty payments.

So, that was what you expected and what you wanted?

Yeah. Five years. Uh-huh.

Okay. All right. So that wasn’t a surprise.

No.

Okay. And was that what you stipulated or was that what they stipulated?

| think it was the difference. We were looking at, | think it was four, five, and six-year
terms and loans and what the amounts were.

Right. | remember you said you did that.

Right. So that one based on the rate and the term was most...
The rate meaning the monthly payment?

The annual percentage rate.

Oh, the annual percentage.

The APR and the number of payments.

Okay. Great. So those were the two operative terms.

Yes.

For you.

Yes.
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Okay. Can you tell me did you make a down payment on this car?

Yes.

Okay. And where is it? Where does that appear on that contract?

Let’s see.

Do you see it anywhere?

Yes. Right here.

And what is the amount?

$3554.20.

Okay. All right. And again, that was your choice to make that down payment? Or was
that something they said you needed to make in order to get the 60-term loan at the
interest rate that you...?

No. They actually told me that specifically the down payment was not any deciding
factor. It was more of the term of the loan in terms of getting it closest to the APR that |
referenced in the beginning of the discussion, which was the 1.99%.

Okay.

Because | told that to the salesperson, who informed the finance manager. So | think
that's why they were doing a little bit of extra work to try to get the best number they
could get for me.

Okay.

Because they knew that I didn’t really need to do... And I know they make their money
that way. So | know the financer person wants to get me something.

What do you mean they make the money that way?

The finance person makes money off of it in some capacity because | used to know
somebody who did that for a living. And he told me, well that's how we make our
money. He didn’t go into detail.

Off of what?

Off of the number of loans they put in and when they shop them out and stuff.

Ah.
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Getting the in-house financing, rather than someone coming in with financing.
Okay. Got it.

That’s my understanding. | don’t know if it’s that way anymore. This is what someone a
number of years ago told me.

Okay. Remind me again and forgive me for having to ask this. But did you say that you
walked out with your automobile at the end of that day? Or was it the next morning?

| bought it that day and signed the paperwork that day. But | came back the next day,
afternoon.

Right. Because you had your leased car.

Correct.

Right. Okay. Now | remember.

| had to have someone else drive me.

Okay. And can you tell, so you didn’t, it would make sense that you didn’t receive any

paperwork that said “spot delivery” on it? Did you get any paperwork that said “spot
delivery?”

(Door opens)

R:

M:

Spot delivery doesn’t sound familiar.

Okay. Thank you very much. Okay. So they asked if you could do the following.
Could you look at your retail installment contract, which is the document you have in
front of you, and go over what your price was before the rebates and down payment?

Okay. Well it says the cash price... Well the cash price of the vehicle was $32,475.20.
Okay.

Okay. So that’s a little different than the sticker price. The sticker was $32,000. But |
think that’s because they’ve included dealer processing charge onto that. So then it says,
$32,775.20. Then there's my down payment and then the rebate that was included, which
creates a payment of $7054.20. So the unpaid balance of the car was $25,721.20. And
then we have license, registration, title, fees added back on to that.

Uh-huh. So does that make sense to you?
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Yeah. | mean again, I don’t think this is the most... | know they have to do it for a
variety of different situations. So some things they just have to skip over. So you get a
lot of NAs. But even looking back, because | remember when | looked at this again, I did
think it was not incredibly clear to me. Because it almost seems like they back into a
price. But they start with a different price at the top. Because | remember seeing that.
I'm like, what are they talking about. That wasn’t what it was at all.

What wasn’t?

$32,475 wasn’t the number.

It was $32,000 you said.

Yeah. Well, it was $31,985 on the sticker.

Right.

| knew that they always do some dealer processing charge or something like that. But
even at that number, in my mind, | was like, well wait a minute. 1 just bought it for
$26,225. What are they talking about? And then I said, oh wait. They have to back...
They start from the price and they back into it.

Oh. Okay.

And create these other numbers. So then you know what your final number is.
Uh-huh.

Sol...

So do you know how the sticker price of what you had it as, $31,000-whatever and
change, ended up becoming $32,000-whatever-whatever?

Well...
Did you ask them what that included?

Well, | didn’t ask specifically. But $31,985 and then the $300 isn't exactly right, you
know. If you add those two together, it doesn’t total the same thing. So no. | mean |
didn’t go back and look at that. But now looking at that, it’s a little bit off. But again,
you know, sometimes... | know sometimes these things sort of like, like they have to
settle or something. There’s different things that they come up with all the time. And
they say, oh we have to add this little thing and that little thing. But sometimes, they're
not always clear in going through what it is.

Uh-huh.



But so that number is a little different. And | didn’t catch on to that until now. But...

Do you look at it as different enough that it’s, that it gives you pause? Or is it close
enough that it’s not something that you really think much about?

I mean it should be right, you know.

Uh-huh.

I mean it should, to me, if they're going to do a dealer processing charge, which I did
know they were going to do that. | would have assumed that it would have been $31,985
plus $300.

Right.

And it’s not.

But this looks like it’s another document here that might be, might provide some
information.

(Door opens)

M:

Okay. Actually so what they wanted me to ask you is did you receive a form that
referred to the deal that you had just cut with the dealer not being final, even if it did not
use the words “spot delivery?” Did they ever give you a form that said the deal isn't final
until you came back the next day?

No. No, no, no, no. | did everything that day. They said they would hold it for me till
the next day, till I could pick it up. And no. | mean they gave me the papers and
everything that day.

Right. So the paper that, all the papers that we have are the total...

Not that one. That one came from the finance company later. But everything right here
was everything | received when | walked out.

Okay. So you gave us everything that you got the day you purchased that car.

Basically. | mean the only thing I didn’t give you was the sticker and then like an
odometer disclosure or something.

Yeah. Okay. All right. And then this you got from |||}l who purchased the loan
on the car?

Correct.
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M: Okay. Got it. And I can see that the amount, $459.45 matches the amount that’s on
your... That matches, right, $459.45?

R: Yes.

M: Yes. So that payment amount matches.

R: Yeah. So that’s why I wasn’t, you know, | didn’t, wasn’t so concerned.
M: Right.
R: Because | knew that was the number.

M: Right. Right. Okay. And you gave me a copy of this. So I got that. So tell me about
that form that I just gave you. What do you think that form is?

R: | think it has something to do with their inventory and the price of the car and the options
and everything that it really comes out to be in terms of the total for the sale.

M: So is there a number on there that comes closer to matching the cost of the car that you
thought you were paying?

R: Well, see, this one, | knew was different. But | saw the dealer processing, which | knew
that one.

M: Right.

R: And 6%. So there are a lot of these numbers that | recognized.

M: What's the 6%?
R: Oh, the sales tax.

M: Oh, the sales tax.

R: Yeah.
M: Okay.
R: So some of the numbers that I, when | went through it, | looked at. The registration fee.

I know they have to do processing fees.
M: Right.

R: Some of them are kind of goofy, like tire recycling fee.
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Tire recycling fee?

$4.00. Like I recycle any tires. So you know they do crazy things like that. Some by
law. Some not. But, you know, | didn’t ask specifically about that.

Okay.

But some of the numbers don’t exactly appear the same. So itis...
Between that document and the retail installment contract?

Right.

Okay.

Yeah. Because | mean the base price, it talks about the base price of the car. Well, |
mean...

What does it say the base price is?

$30,620.

Okay. So that doesn’t even match the sticker price of the car.
No.

Okay.

So | know that these numbers...

And does the bottom number match the sticker price of the car? Or what does that
match?

Well, $26,000 was the amount financed.

Okay. So that’s your financed.

And the credits are the same. So | know I got these credits.
Uh-huh.

The $7000 credits.

Right.
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R: So the total with the... And | know they do it... Why it says base price... | don’t know
if that’s the amount they pay? I'm not really sure.

M: Right.

R: Because it doesn’t make sense. Unless it’s the amount without the options.
M: Right. When you say “without the options,” what do you mean?

R: Like maybe like the base price of the car? Well if I pull this back out.

M: Right.

R: See there are some numbers here. So the base price of the car actually says $29,250. So
that’s not that number.

M: It’s amazing. Right?

R: Not really. | mean nothing surprises me anymore. But then if you add $1840, which is
total options, it’s $31,091. That doesn’t match it.

M: Uh-hubh.

R: So, destination delivery. So they're numbers really don’t make sense. But I also know
that this is not what they paid for the car.

M: Right.

R: So this may have something to do, because it’s their form, with something to do with
what they paid for it on their books.

M: Right.

R: So, you know, at the end | guess... | mean it’s nice that all the numbers make sense
because a lot of it is sort of smoky. You don’t really know what's going on. But when
the numbers at the end come out, then that’s really what you know that you're doing.

M: The numbers at the end, meaning the...?

R: The amount of the rate, the amount of the payment, the amount you're financing, all of
that.

M: So for you, that’s the comfort right there.

R: Yeah. That | know. Because | knew that these numbers were kind of funny. Because I
looked at that and it was like, how did they get to that? And, you know, you've been
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there all day. They wear you down, you know. They kind of make you fall asleep while
you're trying to do this.

Right.

So some of the numbers did seem funny. And | remember even thinking in my head. |
was like okay, the sticker was $32,000. | got this sale price. I got this rebate, $3500. I'm
paying $26,225. So | knew the tax, the registration fees, all these different kinds of
things end up to being $2000 or maybe close to $3000.

Right.

And | put down $3500. So | knew it would come down a little bit from that. So the
$26,000 sounded about close.

Right.

About right. So that's why I didn’t, you know... But it is very bizarre that things don’t
seem to...

So for you, knowing that the length of the loan, the interest rate you were paying, the
monthly payment came in less than what you were paying on your i All of those
things ended up being what you had hoped you would achieve buying your next car.

Right. I mean | knew what the bottom line was. | mean yes, the devil is in the details. It
is funny to me. And | knew some of these things didn’t quite, you know, equal out.

Right.

But I knew the endgame was the same. So nothing gave me such huge pause where there
was a number here that was so far off the mark for me to go wait a minute. Where’s this
coming from?

Right.

But it is a little, you know, peculiar.

Yeah.
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OVERALL EXPERIENCE

M:

R:

Can you tell me... They may have another question or two that they’ll send in.

| usually spawn a lot of questions.

But in the meantime, can you just tell me thinking about every aspect of this car
purchasing experience, from when you were shopping for it, when you trying to agree on
a price for it, when you were in the finance department trying to finance the car, when
you were doing, signing the paperwork and all of that, thinking about all those steps. Can
you tell me overall how would you view your experience purchasing this car?

Hmm. | mean overall, it was acceptable. | wasn’t like completely wowed where |
thought it was the greatest thing. But | wasn’t like, you know, ready to kill somebody or
something like that. | wasn’t so frustrated like that. So itwasa... 1’d say it was,
because it was a little less paperwork than | recall the last time | did it.

Right.

It was a little bit better. The time was a little less short, | felt. But I know there was
some part where it got dragged out, where they were trying to go back and forth. So, you
know, if I had to give it like a 1 to 10 scale kind of thing...

Yeah.

A6 ora7, youknow. Itwas, you know, with 5 meaning middle.

Right. It wasn’t awesome, but it wasn’t terrible.

No. No. I've had way longer.

Have you enjoyed the car since you bought it?

Yeah.

Good.

Yeah.

Good, good. Well I think that they're okay because they haven't sent in another note. So
if you can give me back those documents.

Sure.

| will then have all of your paperwork in one place. And I really, really, really appreciate
the time you gave us.
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R: Oh sure.

M: Thank you very much for coming in. And thank you for bringing your paperwork. 1
really appreciate it.

R: And do you just... What do you use that paperwork for? Anything?

M:  Well we just review it to see whether, you know, where the numbers came from and do
they make sense and all of that.

R: Oh okay. And then you just shred them or whatever.

M: Yeah. | mean again, all your stuff is redacted.

R: Yeabh, it’s not the greatest redacting job.

M: Well it’s blacked out. It would be really hard for anyone to read it. You can’t see it.
You really don’t. It’s not you the person or any of your personal identifiable information
that we care about at all. It’s really just the numbers from the dealership that matters to
us.

R: Okay. Okay.

M:  So this one [ I

R: Yes.

M:  And today is the [}

R:  Yes. Ithink you said it was the . 1 had to ask you because I forgot.

(Laughter)

M: Okay. Very good. Very good. So thank you very much for coming in. | appreciate it.
Let me show you where you need to go. We have a gift for you. And | want to make
sure you pick it up before you leave. And you’ll be on with the rest of your day.

R: Okay. Great.

M: Thanks so much.

// end of recording //
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AUTO BUYER STUDY

47601 -

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

If you could for the purposes of the recording state only your first name.

What is the most recent care that you purchased and when did you purchase it?

In mid-J | purchased a |GGG because there are five versions

of the [l and this is the high end.

Tell me everything first that you liked about the experience and then you’ll tell me what you
didn’t like.

The final salesman | had was wonderful.
What made him so wonderful?

He knew his product. He was personable. He answered my questions. He did not try to sell me
something I didn’t want. He really listened to what | had to say and where | was coming from.

What didn’t you like about the experience of shopping and choosing the car?
| have bought multiple cars from the dealer that I ultimately bought this car from.

What dealer is that?

. | bought and . This is the third ||| one | was
purchased at ...something, ...but that’s a story in and of itself.

Over the years I’ve really pretty much been using because they had given
me the service and they were convenient and so forth. 1 just literally settled | was going to deal
with them pretty much exclusively. | did go into my bank and get their buyer’s service thing,
and then | had to go over to ||} Bl ir...anyway it was in an auto park '
-. | had to price a car there using on this buying guide thing so that I could get to
match the price, which | knew they would, there’s no question. That was a negative experience.
The guy that they made me an appointment with was off the day and time of the appointment.
They sat me down and had another guy come. He took me someplace else and he had me sit
down at another...I went through about three salesman that afternoon. The guy | finally wound

up with was pretty nice. | just knew | wasn’t going to buy the car there...no way, absolutely. |
just really was there for the price. | didn’t like the layout of the dealership. 1 felt like it was a
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zoo. The parking lot was such a mess I could hardly find a parking space. Things were kind of
narrow.

You ended up going to || Gz

with their price and [l of course said, yes, we’ll match it. |
and two other places to get estimates on how much they
of all the places | went...of the three places...was the highest.

So | went back to
had also taken the car into
would buy the car for.

What do you mean what they would buy the car for.
For trade-in. You work your trade-on value. You want your best trade-in value.

Even before you bought the car you were looking at trade-in value. Very interesting. Did you
have a time frame that you were thinking that you’d be trading this new car in?

| was figuring it would be some in [} because the i} that 1 traded in was going to be
five years old at the end of the month and it had less than 50,000 miles on it....very desirable at
that point.

You were saying you were looking at trade-in values for your existing car.

Yes, because that becomes part of your down payment for the new car. It turned out ||l
was a couple thousand above what |l was offering, and that was the best of all the places
| went. |l matched it. Things just kind of fell into place.

What influenced your decision on what car to buy? How did you decide on a |JJi|°

| had a ] 1 liked the gas mileage. I liked pretty much most of the feature of the car. | just
really wanted to update what | had. What I was really looking for is...1 am a ||| Gz and 1
was thinking about what is going to keep me on the roads safely longer, both at night and during
the day. | knew that there were more features in cars which to some people are bells and
whistles and expensive, like the lane departure stuff or collision avoidance, cameras and things
they now have. | felt like those were things that were important for keeping me safe on the road,
keeping other drivers safe with me on the road. It was just a matter of | wanted to update.

Did you see any ads for this vehicle or for the dealership before you went in there to buy your
car?

I o vertises heavily but I did not look for ads at all in any venue...newspaper,
magazine, TV, internet. | didn’t look for ads. | wasn’t looking for ads. | just was basing the
decision on previous experience.

How long did the entire process take from the time you arrived at the dealer and until you left,
either with or without the deal?

I - 7601 2



Well, this was spread out over about a two-week period.
Tell me about how that worked a little bit.

| had taken the [Jlij in to get an oil change and routine maintenance and so forth and so on.
After picking up the car | stopped in at the sales part and the first salesman that met me |
explained to him | wanted to know the differences between the [Jfj and [} He was not good.
He was not knowledgeable. He had been in the country for two months. He was a very
intelligent man. He was a very nice man. His English sounded better than apparently it really
was and | had a lot of problems with him as a result. | dealt with him for the first day.

How many hours were you there for the first day?

| was on a tight schedule. | had some place else | needed to be. | think it was maybe an hour.
He sort of started to answer question. He gave me the sale brochures. 1 just literally quickly
looked at it and said, okay, | want this, this and this. | said what do you have on the lot, not that I
was going to buy one right then and there, | wasn’t. First he took my car and had it appraised
and then he took me out on the lot and was trying to show me a ‘and then he wanted to
show me one that was [l ! said why am I going to want ? He showed me
something else. | said | needed the cargo space of theh and he doesn’t have it. He was
already trying to show me stuff | wasn’t going to buy, period. Anyway, he appraised the car, |
left, and in the meantime | went out and got the other three appraisals. He called me up and said
we’ve got a [l in, it's what you want, do you want to test-drive it, | said yes. He made an
appointment. He had brought the car to my house. | get in the car and it was a

Bl They features | wanted were on the [}, not . | drove it for
two blocks and I asked him two questions about where were these features because | wanted to
test drive with these features...oh, this is a [}, they’re on the JJl}...okay, you’ve just wasted
my time and your bringing the car out to me. | went home and said bye. | called the dealer and
said I’d like a different salesman. | don’t know how many people would have the nerve to do
that, but I did. The next time I went in | had a really good salesman. They listened to what | had
to say. That was the rest of it.

We’ll see what else you have to tell us.
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AGREEING TO A PRICE FOR THE CAR

M:

R:

Tell me how did you go about getting the price for your car? Did you negotiate?

Not a whole lot because |l they say the prices you see is what you pay, but they match
the buyer’s program from the bank, which actually they said was comparable to the ﬁ

program. That in a sense was one bargain. | did bargain on some of the other items, the
after-sale items...the extra warranty, the tire protection plan, the plan that includes a loaner car
when you bring it in for service...all of those extras. | said I am eligible for a || Gzl
I’ve been a customer at _ for X number of years, like almost | 1 was instrumental in
the sales of roughly this number of cars. From that standpoint there was some wiggle room.

We’ll get to the add-ons in just a minute. | want to know what they told you those were going to
cost. When you said you were able to negotiate a little bit, you’ll tell me exactly what you’re
able to negotiate.

Well, that’s a little hard because they did...the bill of sale just kind of lumped a bunch of stuff
together.

You mean in a bundle?

Yes, so it’s a little hard to tell on that. Then because | had the same plan with the [, there
was like a $50/$100 discount on the car.

Okay. We’ll get to that in a minute. Tell me, did you go in knowing what price you wanted to
pay for the car?

No, because I didn’t know how much the car was going to cost. | went in knowing how much |
was willing to go to finance, and then if | could arrange for paying the rest through the trade-in
value and additional resources to keep the loan amount at my threshold.

What was the loan amount threshold?

$20,000.

You didn’t want the loan to exceed $20,000. Were there any other stipulations you had other
than you didn’t want the loan to exceed $20,000?

Not really. Really the only thing was...l was very surprised, actually, the cost of this car was
comparable to the cost of what | paid in [JJJJj for the other one.

Did you talk to them or did they talk to you about how much you wanted to pay a month or how
much interest rate you qualified for?

We did talk about the interest rate.
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Tell me a little bit bout that conversation.

Okay. | told them that my bank was going to...the lowest rate they would have was 1.79 percent
or something like that. 1 said I see you have the zero percent. |1 am going to have no trouble
being approved, so basically it’s your loan.

At any time you were talking about the price of the car...what was the price of the car the quoted
you when you went in, do you remember?

It’s in here somewhere...quoted the basic car $35,135.
Do you know what you ended up paying for the car?

See if | can find the quote from ||l which they matched. 1 don’t know if I have what
gave me, but they matched it.

You have your contract here. Do you know what you ended up paying for it?

The add-ons brought up it to I think around 43 ish...always seems to be about 10,000 above. Of
that...here we’ve got some good stuff. The $35,135 came down to $33,728. There was the
trade-in at $13,000. | financed $20,000, so the rest was what | put in by checks and credit cards
and whatever.

You’re saying the rest meaning?

The whole total came to $42,895...or 6.

Thank you. Can you tell me did the dealer ever indicate to you that you could get a better price
if you agreed to certain conditions?

No.

Okay. You said you traded in a prior car when you bought the car. The trade-in price was
determined how?

They offered me $ 11,000, and |l which gave me the best value when | went around, was
13, and they matched it.

Did you still owe money on your prior car?
No. | had paid that loan off early.

Okay.
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OBTAINING FINANCING

M: You had just mentioned how you paid for the car. You gave them...were you require to give
them a down payment?

R: Yes.
M: How much did you give them?
R: Several thousand. The $13,000 was part of the down payment...the car, basically.

M: The trade-in value was your down payment?

R: No, there was more because...l see what you’re saying. | misunderstood the question.
M: | just wanted to know if you put any money down on the car.
R: Yes, $500.

M: It was your trade-in of $13,000, plus $500. Okay.

R: At the time when we finalized the deal was when | paid additional to bring the loan down to
$20,000.

M: You said you paid additionally. Do you know how much you paid additionally?
R: So, $13,500...42,895...9,896 was what | had to come up with.
M: How did you come up with that money?

R: | think I used mainly a check. | made sure | had enough time to transfer money from various
accounts.

M: Great. Thank you. Thank you for doing that calculation. | appreciate it.
R: | haven’t thought about it since.

M:  How did you decide who to finance your car with, that you decided to go with |||l versus
some other source for your financing?

R: It was either my bank or || . Actually, it was the || NN ..is what does it, it’s

not

v:

R: It was just literally the difference in the interest rate.
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What was the interest rate of your financial institution?

1.79.

This one was?

0.9...no contest, no brainer.

Okay. Did you ever say anything to the dealer about what you wanted to pay a month?

No, I just said | wanted the total to be $20,000 or less. That was all | said because | knew
based...I had had a $23,000 loan on the JJl] and | knew from the car payments | had made then
that I could probably afford the same now of 23, but because | now have a house mortgage,
which | didn’t have then, | was trying to juggle and figure out what was affordable, what I could
handle, and go no higher.

Okay. Can you tell me did anybody, either yourself or the dealer, ever mention anything about
the possibility of refinancing the vehicle or renegotiating your interest rate or the monthly
payments or anything like that?

No.

All right.
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ADDITIONAL PRODUCTS AND SERVICES

M:

When you were at the dealer did the dealer offer you any additional products or services to
purchase?

Yes, they always do.
Tell me a little bit about that experience.

| knew some of them based on previous experience in buying cars from them. | knew about the
service that includes the loaner car and the car washes. That was a no brainer. | was going to go
that route. | knew about remote start. | knew about undercoating. | knew about the paint
protective coating. | knew about the vinyl thing they can put on the front of the car to protect it,
and | knew about the interior protection where they extra stain proof the fabric and this and that.
What I didn’t know...there were two things I didn’t know which they told me about, both of
which | bought. One was they now can put some kind of a coating on your front windshield that
makes it ultra, ultra-smooth. It’s supposed to improve...prevent glare problems like at night
driving or in bad weather. It rain sheets off it, like you put on the car. Itis awesome. |

so | got that and I’ve been very pleased with it.

You found a difference?

Yes, | can see the difference and | like it. The other thing that | didn’t know about was they now
have a tire protection plan, so if you get a nail in the tire and it can’t be repaired you get a
replacement tire. If you go in a pothole...l am good at the pothole routine...I’ve replaced more
tires from potholes than anything. That was like, yes, | need that. Within a week of getting the
car | had a nail in my tire and | used the plan.

That made you happy.

The plan has paid for itself.

Did they also ask you about things like rustproofing?

That’s the undercoating.

Did you get that?

Yes, absolutely.

What about an extended service contract?

Yes.

Did you get GAP coverage?
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| got one extra coverage...if the car is totaled within a year...that one. | was like | can get that. |
had one car that got totaled in ||| |

Okay. This is when you started telling me about the fact that...did they tell you what the prices
were for each of these individual plans or just give you one big price?

| think they were just talking one big price most of the time. | don’t see it in here. Here is some
of the stuff, windshield, $399, nitrogen fill, which I got, which | knew about because 1’d had it in
the other car, undercoating. They did put some of that. Mud guards, | got that. There is some
other...stripping on the outside of the car that protects it against chips and things, which I got.
Some of it they just put in and some of it they did itemize out.

Okay. Looking at your paperwork, how much would you say that you paid in total for all these
added options, products and services?

If | take this as the verbatim final number, it was $42,895.06.
That for the car in total. Do you know what you paid for all the options you purchased?
| think it came close to $10,000.

Okay. On the purchase order what is included in the $4,698 total add-ons...that’s what | was
asking about.

| think that’s where they have...it looks like the windshield and the nitrogen fill, undercoating,
and the stain proofing, the tire protection plan, the mud guards. It does not include...that didn’t
include the...

| see the individual prices like $399, $89, $499, $299, but that doesn’t equal $4,698.

Okay. That would mean that’s the stuff like the dealer plan where you get the loaner car and
stuff like that. That was probably where the remote start came in. They added that on after.

Did you ever get any paperwork that outlined all that stuff or not?

| don’t think so. Like I said, some of the stuff they...wait a minute. It’s not priced out, but
there’s this. That’s probably where the rest of the lumping comes in.

These were the add-on items to the car like floor mats or scotch guard or splash guards.
That accounts for some of the additional stuff that wasn’t...

Okay. | don’t really see that. | might ask |JJij to [l that as well, even though there are no
prices here, so we have that.
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That’s okay.

Okay. The retail installment contract on Page Two says the other additional items are $3,454.
Why is that different from the above figure of $4,598?

Because they transfer you around to different departments to do different things. That’s why |
said it came up all together...the add-ons came up to about $10,000 because you’re doing things
in different places in the dealership. You’re asking for discounts multiple times. You’re saying |
am eligible for the [JJlif discount, 1 am eligible for this and that. You’re negotiating your way
along.

Okay. Thank you for answering those additional questions.

| hope that helps them. Just the way they...car dealers have ways to doing things to try and trick
you sometimes, and this may have been part of their technique.

But you don’t feel like you were tricked?

Not particularly, no. 1 think I did about as well as | could do, if not a little better than anywhere.
No, | was satisfied.

Okay. Was there anything that the dealer offered you additionally that you did not accept or
take?

| don’t remember.
Fair enough.
| was there for several hours while this was all finalized.

| was going to ask you that. You said this all occurred over a two-week period. When you went
to [ how long were you there for from the time you arrived to the time you left?

The final day | know I left around four o’clock. What time did I get there...10:30/11. | was
there a long time.

Okay. Can you tell me...that was not the first time you were there?
No.
The first time you were there how long were you there for?

About an hour because | had a place | had to be and | was just starting the process. | wasn’t
interested in a long drawn out thing that day. It just wasn’t going to happen,
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Okay. That day you spent quite a few number of hours there did you end up leaving with the car
that day?

Yes.

All right.
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CONTRACT AND POST-PURCHASE

M:

R:

Did you have an opportunity to review all the paperwork before you signed?

Yes. They handed it to me. You can sit there and look at it as long as you need to.

Okay. Do you recall how you reviewed it? What did you look at when you were reviewing it?
| think | tried to pay attention to the pricing, which you really have to. I also was looking to
make sure that everything | wanted was included, like you forgot the nitrogen fill, that kind of
thing...okay.

What you looked at were the items that you had wanted. What else did you look at?

The pricing. | looked at as much as | could.

When you say the pricing, looked at the total price or was it the pricing for everything?

First you’re looking at this pricing, then when you go to different departments and you’re buying
different things, it’s not like you’re doing the whole deal all at once.

Tell me a little bit about that. You’re saying you went to different departments. Tell me what
that means.

Well, they send me to one department for the loan and they sent me to another department for
talking about some of these add-on things that the dealer sells.

It wasn’t your finance person who talked to you about these add-ons, it was somebody else?
Yes, they had two different people.

You met with your sales rep, your finance rep, and then some third person?

Yes.

Interesting. The third person you didn’t meet in the Finance Department, you met with them in a
different department?

Yes.
Very interesting.
It’s their system.

Okay. Tell me overall what you did at the beginning of our interview what in particular you
liked about the paperwork signing process and what you didn’t like about that process.
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| am neutral on the whole thing. There wasn’t anything that particular stood out or detracted.
Since | have dealt with this dealer before | knew what to expect and | think that was...I just
understood. There was nothing to it.

When you were reviewing your paperwork did you review it in paper format or did you review it
on a computer screen?

Paper.

Okay. Since the purchase of your car have you had any contact with your dealer?

| took it back to get a lot of these add-ons done, like the undercoating, the paint protectant, and
all that stuff. The car has been in service once. | do have to contact them again because ||l
did done thing that I really was not happy about.

What was that?

They put their sales brochure, which goes every which way, that remote start is available. The
dealer couldn’t get it. They were supposed to check further into it. They’re either supposed to
get it and install it or they’re going to have to refund me a little bit of money. Since they had it
here, that’s one thing that was a little surprising and quite in its own way disappointing.

That was something you really wanted.

Yes. It was something | wanted and it was something that they absolutely said in their printed
literature, which goes every which way, it was available. If it’s in this type of a brochure, you
would expect it to be available. | had had it on my i} 1fit’s on a i}, why can’t you get it
ona[JJlll> End of illustration on that one...show and tell.

Did the dealer ever contact you after the purchase of your car?

Yes, they sent thank you notes for coming to the dealer, if you have any questions, contact us,
blah, blah, blah.

With this missing starter that you’re referring to, what has been the response of the dealer to the
fact that you didn’t end up getting the push-button starter?

Well, it’s not a push-button. | can be in my house and start it...get the air conditioning going or
warm the car up, that kind of thing. The service department really tried to figure it out. They
haven’t. | haven’t had time to really push too hard on it. 1 am not too worried. The dealer will
stand behind it.

How do you know that?

I’ve dealt with them for so many years.
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Was it ever mentioned to you that...anything about a placement or tacking device on your
vehicle?

What do you mean? | don’t understand.

Nobody ever said we’re going to put a tracking device or gave you paperwork and explained
something to you about a tracking device?

Well, there’s safety connect.

Nothing else, no device of any kind, that would prevent you from starting your car or anything
like that?

No. You’re completely snowing me on that one.

It’s fine. Some people have had that and some people don’t.

Why?

| don’t know. That’s why | am asking.

That, to me, only makes sense if you have a teenager and you want to know where they are,
which | don’t, or you’re a drunk driver, and | am not. That would be to me ordered by law

enforcement.

Okay.
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OVERALL UNDERSTANDING

M:

Let me give you back for a moment your retail installment or purchase order and I would love
for you to do a few things for me. The first is | would love to know what your...in generally
looking at this document overall...what you think that document is, what does that document do
for you?

It’s what you get when you buy a car.

What is that one for you?

The general features of the car and some of the add-ons that | bought, but it also had the
final...the price....some detailing on the price.

Can you point out for me on that document the monthly payment that you make?
No, it’s not on this. This is not the right document.
Why don’t you go to the second page. | don’t know why it’s separate.

Because | signed it in separate places of the dealer. Okay. The monthly payment...here it says
$341.15.

Is that what you pay every month to [[|li?

| don’t have my checkbook with me. 1’ve only made one payment. | think I paid $400 just to
get started paying it back early.

Okay. You paid a little more than what you had to pay. Do you do that regularly?

| try. Even though it’s a low interest rate I’d rather have some time free between when finishing
paying for this car and then maybe in about five years if I am still driving trading it in and getting
more features that will keep me on the road.

Do you see your interest rate on that document?

0.9.

Can you tell me is there a place on that document where you can find the length of the
payments?

It should be 60 months. Yes, it’s there...60 regular payments monthly beginning || GGz

Thinking about these different things, the monthly payment, the interest rate, and the length of
the loan, were any of those stipulated by your or were they stipulated by the dealer? How did

I - 7601 15



you arrive at | am going to pay for this car over 60 months, pay this much a month, use this
interest rate, et cetera?

The only thing | stipulated was that since their interest rate was lower than what the bank was
going to charge, that was fine, and | said my maximum loan was $20,000. That was all.

You just stipulated those two things and then they calculated everything else out for you.

Yes. | knew that at $20,000 my monthly payments were going to be about what they turned out
to be.

You had a sense that was what it was going to be?
Yes.

Okay. When you provided your down payment, again was this something that you stipulated or
something that they stipulated?

The $500, they stipulated.

No, | meant the total amount of money that you put down on the car in order to get your loan to
$20,000. You had a trade-in and you gave additional money.

It was just based on the arithmetic.

Okay. You said you paid for most of that by check?
Yes.

You also at some point mentioned using credit cards.

| think I did for something or other. 1 don’t remember which part of it. That bill has long since
paid.

Did you leave with your car that day?

The final day when | was there from about 10:30 or 11 until four, yes. That was a very nice
experience. The salesman helped me transfer stuff from the old car to the new car. He helped
set up the Blue Tooth and some other things on the satellite radio and all of that stuff. He was
really, really, very, very helpful.

Did you get also a document sometimes referred to as a spot delivery document, which is

essentially a document that lets you drive off the lot with the car on the spot when the sale or
financing are not technically yet final?
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| don’t see it here | don’t think. | don’t have anything. | didn’t need temporary license plates.
We transferred the tags on the old car to the new.

What was temporary that you got?
It was just the registration that was temporary.
Okay. Did you walk out with this paperwork when you left the dealership?
Yes.
Have you gotten any other paperwork from the dealer?
Just some emails...mainly emails and...what did they do. | had to go back in and give
them...my license plate was due for renewal. About the time they were transferring the tags, and
they only charged me for the transfer and they forgot to charge me for the renewal portion, so |
had to go five them some more money on that. That was minor.
All right. 1 don’t see anything here, so unless you had some additional...
Of course, there’s the odometer statement. They got the car...actually, they didn’t have the car
in stock, they got it a few days later after | agreed to get it. They found it in

, and they picked it up and brought it to the dealer, that kind of thing. That was funny,
too. The original salesman, the one that wasn’t very helpful, saw the car come in and said why
did you get that car, that lady is not going to buy the car, she told me she’s not going to buy the
car. My salesman said she bought the car. He said, no she didn’t. He told me the story later.
The guy was in total denial partly because he didn’t understand the English well enough to say |
wasn’t going to buy the car he wanted to sell me. That was funny. When | am there picking up
the car and he’s looking.

Okay. I am going to check with my team and see if there are any other questions that they want
me to ask you.

Is this what you’re looking for, vehicle prior use?

Dealer exchange...disclosure of vehicle’s prior use, | acknowledge having been advised that the
above-described vehicle was used for the following purposes...dealer exchange.

That was when they had to bring the car up from the other dealer.
Right. You were saying that. Okay.
| am not finding anything else.

That’s fine. | appreciate it.
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OVERALL EXPERIENCE

M:

My last question for you is thinking about the entire experience...we talked about shopping for
the car, the pricing for the car, the financing for the car, deciding whether or not to take these
add-on packages, et cetera. Thinking about everything all together, can you tell me how you
would summarize your overall experience of purchasing and financing a car?

It was just fine. | mean, it was what | expected. Again, it was the familiarity with the dealer and
how they operate and where | can negotiate and where | can’t, knowing roughly where | stood
financially and what | wanted to do. It was just plain...I was prepared. | think a person who
goes into a dealer prepared with an idea of what they want, what they want to pay, what they
want to finance if they’re going to finance, and how they’re going to do the rest of and what
they’re doing with any previous vehicles, the more prepared you are, the more you’re going to be
satisfied.
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CONCLUSION/FINAL COMMENTS

M:

You’ve been wonderful to me...very patient with me, very helpful in providing all these
documents. | really appreciate it.

(Colleague has a question)

M:

They just want to make sure we go through some of these other documents here. This is the
Environmental Protection Registration form. Take a look at that and tell me what that does for
you.

This is what | was talking about, one of the add-ones...the paint protection, the fabric, the vinyl,
the leather interior.

Is there a price for that on there?

That was $499.

Is it what you expected it to cover, all the things that you wanted?
Yes. | knew what | was getting. | bought that before.

This is not the first time you purchased it. With that one of the options that you bought was that
you went somewhere else to buy or did you buy that in the finance department?

No, the finance would just be the loan.

Tell me what that one is.

That’s the undercoating and rust inhibitor. It states it very clearly.

How much was that?

This was $299.

So, the first one was $499, and this one is $299. Again, was it what you expected it to be?
Yes, | have bought this before. This was in my list that | had from previous cars.

Okay. What’s this one? It’s a little faded, but I can see the price.

This was that windshield | was telling you about, that really neat thing.

That’s something you haven’t purchased before?

No. This was the first time I’ve done that, and | would do it again.
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How much was that one?

The windshield protection...l was hoping it was over here because it’s next to impossible to
read.

It says $399.

It’s expensive but | like it. In fact | was debating calling them up and saying can you do that on
the rear window, too?

They only have it on the front window?

Yes.

What’s this one?

This was that tire program | was telling you about.

That you made use of.

| made use of within one week. | am sorry | had to make use of it. It was kind of serendipitous.
They only found it when they went to take the air out of the tires and put in the nitrogen fill when
they did all this add-on stuff. It took them several days to get the tire because it’s a new model.

Take a look at this one and tell me what that is. This one is just a privacy statement.

This is the loan thing that we were looking at...retail installment contract. No, wait a minute.
No, this isn’t. This might be the one where the car is totaled within a year.

The GAP coverage?

Yes, this might be that. The only other thing it could possibly be is the...I think it’s the extended
warranty. | am not sure. It’s one or the other.

Okay. You think it’s either GAP insurance or...

It doesn’t really say what it is, right? | am sure the Finance Department explained it at the time.
Okay. They just want me to verify one more time if you have the spot delivery form. You
looked briefly before, but they just want to make sure that you don’t have that. Usually it says it
right at the top. Did you go through everything?

| thought 1 did.

It may be a different color but a lot of times it’s yellow.
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R:

M:

That was the lemon law stuff was the yellow. That’s the dealer exchange.

Thank you for your patients. | really appreciate it.

(Going through paperwork)

R:

M:

Do you learn a lot from this so when you go purchase a car you’re going to be a whiz?

It’s funny that you say that. | learn a lot from every study. Do you know whether or not...I saw
that it’s not in there...you have a GAP contract? Is that everything that applies to your car?

This is everything.
All right. Thank you very much for your patience. | really appreciate it so much. Have a

wonderful rest of your day.

// end of recording //
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SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

What was the most recent car you purchased and when did you purchase it and where did
you purchase it?

B | bclieve, this year. | purchased a || EGEGEGN o TG

What factors influenced your decision of both what car to buy and where to buy it from?

We were researching for a car for my son who is young but he needed to get another car.

He had a || EEEEE prior to that and then a mishap, not his problem, but we needed

to get a new car. So, he said he wanted to look at i so we started our search for
again.

What influenced your decision on that specific [JJJJilij that you picked?

Well, we narrowed it down to 2. Two different dealers. Well, a dealer and |||l
They were willing, though a process that took about a week or so, a week and a half, for
them to get the price range to where my son could afford and we thought was a
worthwhile deal for him. That’s what it took to get it down. We walked out before a
couple of times and they finally got to where we expected them to be.

We’re going to go into more detail about that experience. You were between 2 dealers.
How did you decide which dealer? How did you decide which car model? What were
some of the things involved in that?

What it was is, my son never did this and my wife and I did the shopping. He works at
night so he couldn’t go with us except to come and sign once we made the deal. We went
online and with il you do most of the stuff online. You find your car online. We
found one online. While we were talking with them we went to the ||l dealer in
I o where | work at and we went and visited. The salesman took a used one
for a drive but it was too high. As we were leaving he said, “What about this one in the
show room? A brand new one.” | said, “That’s fine but it’s too high.” | said he can’t
even get ransom(?) numbers. (Inaudible) the finance guy ran some numbers. He came
back and | said, “It’s not what we’re looking for. It’s too high.” We left. Well, a couple
of days later he called and talked to my wife and they had a verbal agreement over the
phone. We had gone since then to [l and they were sending a car over that we
were going to buy. It was a used one. But, the guy got the brand new one to the price
range that the used one was. And, for a brand new on we said, “OK, if you get it there
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then we’ll come and look at it.” I went in and we talked and I left again. Came back and
it was at the price we agreed upon.

Why did you leave again if you came to a verbal agreement on the phone?

That’s the problem with car dealers. The salesman, a nice young man, just starting out,
less than a year selling cars, very up front, very good. Finance person, different
ballgame, you know. After we had a verbal agreement on the phone with my wife, she
wrote everything down what the agreement was. | took it in there, we talked, everything
was fine. My son and | went back to the finance buy and he presented a whole different
ballgame. OK. So, that’s why we left to look at other options for financing. We still
wanted to get the car but we were looking at other options to finance.

We’re going to go into more detail on some of that in just a bit.
That’s just an overall how it all went down.

Excellent. Tell me how long the entire process took. After all the times of walking out,
how many days was the process from start to finish?

| would say probably a week. Seven days, roughly.

In general, the shopping experience of choosing the car. Anything you particularly
enjoyed or did not enjoy about that part of the process?

I would recommend anybody who is going to shop for a car spend some time online. I’'m
not including the online time. 1I’m just talking since we first contacted the dealer or
B 1hen, it took about a week. But, shopping online you’re able to pinpoint what
you’re looking for, price range that available, and then when you walk into to car
dealership you have a good idea what’s out there in case they play games with you, so to

speak, if they’re not going to work with you.
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AGREEING TO A PRICE FOR THE CAR

M:

Let’s talk about how you got to the price you were looking for for the car. You did some
research online.

Yes.

You walked into the dealer with a figure in mind. Tell me how that process went.

First of all, you’ve got to know your finances.

. S0,
we knew we had that money coming in. So, that was the down payment. Then, we were
looking at what he makes, his finances, because he’s going to be the one...although I’m
going to buy the car because of my credit...*...we’re
looking at what he can afford working part time. We wanted to keep it in a certain range
so that’s where we start online. We start doing searches for the type of car he wanted.
We looked at different cars but he settled back. He’s kind of set in his way, the way he
is, his age, and he wanted another ||| So, we started looking at those ||

thinking we couldn’t get a brand new one. It was going to be a couple of years old. We
found a couple in his price range online and then we started contacting dealers and

I o stuff like that.

What was the original price of the car and then the price you finally agreed upon?

Original price was, | believe, $19,300.00 or something. They brought it down to
$15,000.00 I think and then we had the money from the insurance and that got it down to
$10,000.00 which was the limit we wanted to go to for him.

What other comments do you have specifically about the aspect of obtaining the final
price on the car? Any positive experiences? Any negative experiences with the price
part?

It wasn’t real positive. Like I said, the finance man, I don’t know how else to say it, he
tried to play games with...

Tell me what you mean by that. What happened?

If my son had went alone he would have got hooked into a long drawn out 7-year
contract, he would have paid thousands of dollars of interest which he didn’t need to pay.
The agreement was, on the phone with the young salesman, the agreement was
$15,000.00, we’re going to pay $5,000.00 for the car and the

$10,000.00. When we walked in there, 3 year loan, he said, “You’ve got to go with a 7-
year loan to get these rebates.” The rebates cut it down from $19,300.00 to $15,000.00.
Taking $4,000.00 or $5,000.00 off of it. You have to pay a 7-year loan to get the rebates.
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That’s ridiculous. We had an agreement. And that’s why | ended up leaving. Not the
salesman, but the finance guy wanted to jack up the price on us.

M: He was trying to get you to commit to a longer term.

R: Like I was saying, there was no other option. It was like, that’s ridiculous. I’m not a 20
year old kid. You can’t tell me that’s the only option you have, when we already had an
agreement with the salesman. | don’t know if the salesman even knew this was going on
with the finance guy. That’s what they do. Their goal is to get you to sign a 7-year deal
for a car so that helps the dealership out.
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OBTAINING FINANCING

M:

R:

How did you ultimately pay for the car?

UItimateIi, what we did is we took the || | | | 3 . cool

we worked out, that same finance guy, after I left I came back
and he was more reasonable, he mentioned the original agreement we had with the
salesman, and we financed $10,000.00 for 3 years.

You put down $5,000.00 down and you financed $10,000.00 over 3 years.
Right. Right.

Ultimately, how did you decide to finance through the dealer versus some other company
like a bank?

That’s it. We went right down the street, right near my work, | bank at ||l so we
went down the street to [l and talked with them. The manager...I come in there a
couple of times as week at the bank...so | talked to her. She said go online. They
contract with a company called || ]l to do a refinance for a car. So, I talked with
them and in about 20 minutes or half an hour | went back to the [l dealer and the
guy was shockingly more reasonable and he presented the plan we originally had. We
went through it and there were still some things | would say that | wasn’t in agreement
upon.

Such as?

Well, when | talked with the salesman, after you buy a car they have, do you want to get
clear coat on it? Do you want to do some stuff with the interior? Do you want to get this
package on it? And, things like that they add on. If you agree to it, and it was like 5
things they wanted to do, and I said, “No, | don’t want any of them except for one of
them.” And, when | went back to them, what the salesman said that one package was,
when | went back to the finance guy it was like $200.00 more. | don’t know that happens
from walking one office to another, but it was $200.00 more. | asked them about it and |
wasn’t real excited with his answer. Again, he was playing games with me. But, the
amount of time we’ve taken to get to this point, | know car dealers or car finance people
understand that you’ve worked hard and you’re tired. | said, “Well, I’ll pay the extra
little bit.” And, they added something else on it to try to justify the price.

We’re going to talk about that in just a second. That’s really helpful. At any point did
the dealer indicate you could get a better price if you agreed to certain conditions?

Yes, he did. Yes.

Give me an example.

I, 151940



R: That was the sticking point. At first he had a 7-year contract. But then, when I went
back, he was willing to go with a 3-year contract. For whatever reason, it changed in 20
minutes or half an hour. But when he was willing to go with the 3-year maybe he
thought I was serious then. That was the change. He went from a 7-year contract to a 3-
year contract.

M: You told me you compared contract rates with the dealer financing. Right? How did you
ultimately decide to go with the dealer?

R:  What ended up happening was, when | went to |l the assistant manager told me
what the rates would be, which would be a little bit less than this, but | was going to have
to go through applying online through a company called ||, which 1 didn’t
have time to do it right then. So, she told me what the rates would be. In my mind, |
would go back to the dealer, 1’d sign the paperwork, as long as it’s a 3-year contract, and
then 1’d go back to || Bl and refinance and get away from the contract with the
dealer just because of the finance man.

M: What happened?

R: | went back and the finance man agreed to the 3-year contract. It’s only been one month.
He’s only made one payment. We’re in the process of trying to refinance it right now.

M: | see. So, you are trying to refinance it?

R: Yes, we’re going to try to refinance it. We came across some issues with that because of
Equifax and my son not having a recorded background as far as...he doesn’t have any
credit history. We had some issues with that, but that’s a different issue.

M: OK. Tell me a little bit about the refinancing process. You’re negotiating, renegotiating,
in return for...

R: That might be worse than the dealer.
M: Oh, really?

R:  Yes. Going through [l which is a subsidiary or a contracting company with
who does auto loans and refinancing so to speak. | want my son to get the
credit. 1 don’t need the credit. He’s trying to get a credit history. So, | want him to be
able to build credit. So, I put both our information in when | went online for
. And, of course, it’s not ||| ] fau't, but they put out the

information, they go through the credit agencies like Experian and Equifax. Well,
Experian didn’t have a problem. They had some background information on my son
because he has a secured credit card. Equifax didn’t have any information on my son,
they said. They didn’t know my son was who he was. So, we had to photocopy his
Social Security card and a picture of his license and faxed it in. Forty-eight hours later |
called Equifax. Equifax doesn’t have any information. So, I’ll send it again. 1 did the
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same thing. | faxed it to them at the same number they gave me. Called 48 hours later.
They still didn’t have it. OK. So, I said, “I’ll make a copy and I’ll send it to you by mail.
I’ll put it in an envelope and put a stamp on it.” | did that. They said, “You’ve got wait a
week.” | waited 7 more days. Called them up.

M: At this point why would you just not stick with the dealer financing?

R: We are. But, there’s a point to it. There’s a point. We can get a lower rate. And, the
point that this guy...I think, sometimes when you make people upset when you try to
play games with them, they don’t want to deal with you.

M: So, to you at this point it’s more the principal. You don’t want to deal with them
anymore.

R: Yes. Exactly. I’m not going to deal with them anymore. But, if my son can save $20.00
to $30.00 a month on his payment, you know, it’s worth his benefit.

M: The terms of the dealer financing, the monthly payment, the interest rate, obviously you
talked to him about those terms. Right?

R: Yes. Yes.
M: Were any of them negotiable, do you know?

R: Not the interest rate. It wasn’t. The terms, as far as the years, they seemed to be. It was
7 years to 3.

M: Anything else? Monthly payments?

R: No. What they did was, what the guy did, he had his computer as we sat at the desk, and
he pulled it around and just typed in information, numbers and stuff and what came up,
came up. It was, I forget, 5.69% or something like that which, to me, is a pretty high rate
for a car.

M: Any other comments about the financing experience?

R: No. | can probably go on and on, but it was simple once we reached an agreement. But,
other than that...

M: Was the key sticking point with the finance person the length of the loan or was there
anything else he tried to kind of pull the wool over your eyes on?

R: The length of the loan was the first and main point. When you agree to 7 that’s a lot of
money interest you’re going to pay over 4 more years. That was probably the primary.

M: Anything else that he did?
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R: After that, like | said, after | left and came back and agreed to 3 years, we agreed to the
payment and he was going down the information on here is itemized, and then the add
ons...
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ADDITIONAL PRODUCTS AND SERVICES

M:

Alright. Great. Let’s talk about the add ons. What additional products and services did
he try to offer you?

He didn’t offer me anything. It was the salesman. The salesman offered me 5 different
add ons. One was for Scotchgarding the seats, one was for clear coat or something on the
paint, something was for...there were 3 more. | can’t remember what they were.

Which was the one you wanted?

| think we went ahead and did the Scotchgard. We had them do Scotchgard at the
beginning because my son’s not going to do that and I’m not going to do it. That was, |
forget what that was supposed to be. Probably outrageous, $300.00 or $400.00. Then,
we went from the salesman back to the finance office, for some reason it’s $900.00. It’s

like double or triple. That when I asked, “How do you get to that point?” He just said
something like, “Well, there’s tax on it.” It seemed like a lot of tax to me.

What about anything like an extended service contract, rust proofing, GAP coverage?
Did they offer you any of those things?

We didn’t do any rust proofing and we didn’t do any extended coverage. | think one of
those 5 offers was one of those, but I normally don’t, no matter what I buy, do extended
coverage with anything.

What about GAP coverage?

| don’t remember. 1I’m trying to think of different terminology he used. What do you
mean by GAP coverage?

You’re not familiar with that?

It depends. Explain it to me. That way I can...the term off the top of my head but maybe
he said something different.

What is your interpretation of what it might be?

It would mean that if you have an accident or something happens that there’s a gap
between what the brand new price and there’s usually depreciation when you drive off
the lot, that would be my guess.

Right. Did they offer you anything like that?

No.

I, 151940



OK. You said that the sales rep initially offered you some of these add ons and you
agreed to the one, and the financing person didn’t offer you any additional add ons. He
just tried to increase the price of the one that you wanted.

Right.

He didn’t try to suck you into anything else?

No.

Did you try to negotiate that $900.00 back down?

Yes. What | had was, again, this was part of the game. In my pocket | had a piece of
paper that my wife has written down everything, all the terms and all the numbers that
they had agreed upon with the sales person. So, I said, “Well, in my pocket I have a
different number than that $900.00.” He said, “Oh, OK.” That’s when he brought it
down some and he added something on to it, which turns out, as | went to leave the
salesman came out to put the plates on and stuff, because it had DMV and they can get’s
plates where you don’t have to use the 30-day tags at this dealership. He said, “Did you
have this done?” | said, “They charged me for it but | didn’t.” He said, “Well, let me go
and check and see if they did it.” They never did the clear coat on the paint or whatever.
So, they took it back and did it afterwards. | was going to drive off without even having
it done, but they were going to charge me for it.

That was different.

That was part of the $900.00 where he got up to $900.00.

Oh, he was going to throw in the...

Yes. | think I got it down to $700.00. I got the interior Scotchgarded and the clear coat.
I’m not sure if I used the correct terms. But, that’s what | ended up getting for the
$700.00 instead of the $900.00 basically. So, they did do it but I could easily have driven

off without them ever doing the clear coat, without talking with the salesman as he was
putting the license plate on.
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CONTRACT AND POST-PURCHASE

M:

Let’s talk about the contract and the signing of the paperwork. Did you have an
opportunity to review the paperwork before signing?

Yes.
Did you review it before you signed it?
Yes.

What was particularly easy about the signing process versus what was difficult about the
signing process?

The difficult part was what | just verbalized in the last 10 to 15 minutes about dealing
with this guy. The easy part is that, once we get to the right amount, just sign. The hard
part is getting there. It’s not hard to sign. (Inaudible)

In reviewing the paperwork, was there anything particularly difficult or confusing about
the paperwork itself? We're going to pull out the paperwork and look at it more
specifically, but just overall.

I'm a bottom-line kind of guy. Just look at the bottom line. There’s so much to read on
here and I’m not a lawyer. You start reading that stuff and if you’re not a lawyer I could
have spent another 2 hours in there reading this. It’s like 2 feet long, this contract. He
just points to where to sign. You’ve got to trust him. You’re hoping he’s being honest
with you in telling you what to sign because he wants to make the sale. But, they type it
up and it prints out and all this word in the fine print, I’ve just got to hope that they’re
being honest with us and that I’m signing the right forms in the right place.

All you cared about ultimately, was the bottom line price.

Exactly. I’m worried about the interest rate and what the monthly payment is going to be
for 3 years so it can be paid.

Have you had any contact with the dealer since purchasing the car?

No. The salesman send my son a nice card or email or something like that. That’s the
only contact we’ve had. He will probably return there because they did give him a free
oil change when we gets to 3,000 miles. One nice thing the salesman did, he took us
back, I guess it’s protocol to come back and meet the service manager and all the service
options they have for you and stuff like that. So, that was nice.

You had a good experience with the sales manager, sales person.
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Yes. | liked the sales person. He was a young guy and he was new into sales, less than a
year, and he was doing his best to make a sale. He worked hard. | give him credit.

Since you closed the deal have you had any problems with the financing? | know you’re
looking to refinance and you’ve had some problems with that, but with the financing you
have right now has there been?

No problems.

No problems.

Yes. As far as they sent everything out and my son’s taking care of paying the first
month, so | think he’s doing it online.

You’re going to continue with the refinance (inaudible)?

Well, that’s up to my son. It’s up to him. If he wants to, and I’ll explain it to him again,
but he has to go through the process. Just to go back on Equifax real quick, and | don’t
want to belabor them, that nightmare, but he’s going to have to change his secure credit
card to an unsecured credit card so he can start building credit with Equifax. Equifax
don’t recognize that he’s a person. They don’t recognize him, his Social Security
number, everything | sent them, they don’t recognize him. So, they won’t give banks any
credit history on him. Because of that he can’t get a loan.

But, the other company, Experian could, right?

Yes, Experian could.

He still can’t get a loan even though...

They had ||l check both Experian and Equifax.

The need to check.

Yes. Equifax came back and said they couldn’t find him. But, Experian had a good
number for him.

Interesting.
Yes. It was weird.
He’ll decide whether he’s going to continue that or just stick with the dealer financing.

Knowing him, he probably won’t. If he wants to stay with that it’s fine with me because
it’s his money. He’s working for it. But, | would like...he needs to change this because
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he has to go to an unsecured credit card. | think that will start registering more on his
credit background than his secured one.

So, the rate, the APR that you’re paying to the dealer is slightly higher than the refinance
and you’re OK with that?

It would be slightly higher. A couple of percentage points higher. But, you’ve got to
learn.

Was placement of a tracking device ever required or discussed?

| remember seeing...I’m trying to think if he brought that up or if we just saw it on his
desk, an advertisement for it.

Are you familiar with what the tracking devices are for?

Yes. | can’t remember if he...it might have...I just remember seeing that on his desk
something about it but I don’t know if he brought that up or not.

That’s OK. What are they typically used for, do you know?

| thought it was more used for insurance companies, not car dealers. 1’m not sure why a
car dealer was using those more than insurance companies. So, | don’t know if we’re
talking about 2 different things.

To the best of your knowledge it was not discussed that any sort of tracking device was
going to be activated or anything like that. It’s my understanding that occasionally they
have to disclose it to you. In case you don’t make payments on the car they can shut your
car off.

That was never discussed. None of that.
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OVERALL UNDERSTANDING

M:

OK. Let’s go ahead and look at your paperwork and if there are any additional questions
about some of the things we’ve discussed to this point, they might send in a note. Let’s
start with the retail installment sales contract. Overall, looking at this, anything
particularly confusing or difficult to understand about this document, do you think?

All of that.

Fine print.

| didn’t read it all. In fact, before I came here | started looking through it in case you’d
have some questions and | came to the part that just shocked me. This no cooling off
period part down here. “State law does not provide for cooling off or cancellation period
for this sale.” | thought all sales of this magnitude you had a 48 or 72 hour time to
change your mind. But, now there’s a no cooling off period. This was never brought to
my attention during the whole thing. But, | looked at it and like, “Are you kidding me?”
That was something new you discovered after the fact. Anything else you discovered?
I’ve never seen a contract of a high ticket item that ever had a no cooling off period on it.
Anything else you discovered?

| would have to read through it because | didn’t read through it.

Oh, no. That’s OK.

| haven’t read through all this stuff. If you expect someone to read it you might just send
them home for a week or give it to their attorney. Nothing that jumps out at me.

Where is the monthly payment on here?

Right here. It says, “Your payment schedule will be...”

Did you review that number at the time of the purchase?

Yes.

And, how did you get to that particular amount?

That’s what came up on his screen. He had to use the interest rate he used, he never
explained it. 1I’m just assuming, for whatever reason, the 5.79 plus put the numbers in
through an amortization schedule, put the numbers in the computer and that’s what pops

out. How he got to this interest rate, I’m just assuming their finance company is who
decides. I don’t know. It was never explained.
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M: You never thought to negotiate that rate?

R: No. The final payment came to his range. We wanted it a little lower. Like I said, with
refinancing we could get it a little lower, but it was acceptable at that level.

M: The monthly payment.

R: The monthly payment was a little higher but it was a 3-year, so you know, after a while
you just get tired. It was like, I’m just ready to sign the paper and get out of here.

M: | understand. We were just talking about the APR. Point to the APR for me.
R: Right here.

M: OK. What about the length of the payment?

R: It says right here.

M: That was the big sticking point for you that he ultimately agreed to so you could finish
the deal. Right?

R: Yes. And then, the finance charge which | pay over 3 years which | can deal with.

M: And, the down payment you told me was $5,000.00, right?

R: Yes.

M: Where is that?

R: | was a little wrong. | said the car was $20,600.00. | thought it was $19,300.00. It was
probably different numbers | saw on the way that moved it up. The down payment, let’s
see where they moved that in at. Here’s $18,900.00 and it was a total sales price. OK, let
me see if | can find it.

M:  Looks like $5,948?

R: I’m looking at that. Cash. | can’t remember. Maybe he did pay another $5,000.00.
$18,000.00 was for his car so my son must have used another $900.00 or whatever for
that item. Let’s see, down payment, cash rebate. OK. He must have took another less
than $1,000.00 out of his bank for that. He must have done some transferring on that.

M: Most of the down payment you said came from the insurance.

R: Right. Insurance. $5,018 of it was from insurance. The rest of it was from his bank
account.
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What about the rebates? Did they discuss the rebate with you?

Yes, we discussed it. It was what caused some of the friction because in order to get that
done I was going to have to do a 7-year loan. We’re not going to give you that rebate
unless you do a 7-year loan. Initially, that’s what he said. That’s when I said, “Well,
OK. That’s not our agreement.” That’s when | left the first time.

But they did give you the rebate.

When | came back it was like it wasn’t even a discussion. It’s kind of funny how that
works.

Anything else about this contract you want to point out that was...

It was kind of interesting, check the insurance you want and sign below. Optional credit
insurance. | don’t know what that’s talking about. Everything is NA.

You’re not sure what it means?
No. It just come on NA and there was no discussion. Most of this stuff there is no
discussion. | mean, this stuff in the back we don’t even look at it. You just sign. You

know, he works it all out and you just sign the paperwork. That’s how it went.

Were you ever given or discussed something they called a spot delivery agreement? Do
you know what that is? Did they discuss that with you?

Never heard of it before.

Never heard of that before.

No. Are you going to educate me?

I’m going to read you a definition of it and | want you to let me know if there’s language
about this anywhere in the paperwork you received. Basically, it occurs when the dealer
allows you to drive the car off the lot, on the spot, when the sale and financing are
technically not yet final. Do you recall reading anything about that in any of the
paperwork?

| did read about it, but a couple of times...the first time we were with the salesman before
the finance guy, the salesman wanted us to drive the cars home. We never do that. |

never do that.

You don’t recall anything about that.
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R:

M:

We didn’t talk about spot. 1 told him upfront I’m not going to drive one off the lot. I’'m
just not going to do that.

But, I think technically speaking, even when you do the financing with them it hasn’t
necessarily been officially approved to the day. It might take 24 hours or 48 hours for it
to make sure everything goes right. So, if for some reason, when they ran something for
him, let’s say on TrueCredit Score or whatever, you would have had to return the car for
some reason, they didn’t go over any of that with you?

Never heard anything about that. No. Never heard anything about that.

Let’s look at this one. Do you have that paper with you?

R
|
|

M:

A

<

A

<

A

<

A

<

A

<

Oh, got it. OK. Tell me what some of these charges are. | looked at this before and |
don’t understand what some of these charges are.

| probably won’t either. So, let’s look and see. There’s a processing fee.

Where is the processing fee? Oh, I see.

It’s just something they put on here for whatever reason.

What’s the crystal fusion? And then, other afterwards? Do you know what those are?
Yes. | think they’re the ones they added on. These are doing the...I’m believing this is
what it was for the clear coat, the crystal fusion, and the interior package just says “other
after markets.” | think it was $695.00 which wasn’t the price we agreed upon. And the

$200.00 added on there. | believe that’s what that is referring to.

OK. Any reason you think why...so, when you go back and you look at the sale contract
and at the bottom like in letter five, other charges. | don’t see those charges listed here.

Where are you now? On this one here?

Yes. Back on your sales contract. It doesn’t look like the crystal fusion and those things
are added on here.

Right.

Any idea why that is? The processing fee is on there.
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Right. And, the total numbers are the same. | don’t know how they got the total number
there to be the same on the total sale price.

M: They didn’t really explain this to you.

R: There’s a lot of stuff they probably didn’t explain to me. And, the processing fee like
you said. This part is the after markets. Seventy-three, 53 plus 22, taxes and stuff. |
mean, there’s so much stuff on here that we didn’t talk about specifically. Like I said, |
just talked about the end game.
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DISCUSSION OF OTHER DOCUMENTS OR OTHER POINTS/FALSE CLOSE

M: The other piece of paper you had here is the addendum. What is your understanding of
what this is? Did they explain this to you?

R: I guess this has to do with the contract. Like you said, the spot. Not that this is the spot,
but the sale agreement or lease has to be accepted.

M: Do you recall whether they went over this with you?
R: Not in any detail.
M: You’re not really fully sure what this is.

R: Not really. No.
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OVERALL EXPERIENCE

M:

I’m going to give them an opportunity to pass in a note if they have any additional
questions about your paperwork. But, in the meantime can you please summarize for me
your final views on your overall car buying experience and what, if anything, you would
do differently if you had the opportunity to do it again.

Overall it was probably better than | have experienced in the past dealings with car
dealers.

What was better than other times?

Well, this time my wife had an agreement with the salesman before | walked in, so |
knew what the parameters were before Walkinﬁ in. So, it was better than I had in the

past, but not as good as what I had with . 1 would have preferred to go to

and we would have went to because we had bought vehicles there
before and there’s no hassle like this guy put us through because the figures were already
worked out. So, I would have preferred to go to and we were going to go to
I /e had a car picked out. But, it was a used car. And, new one...l went
through the hassle for a new car for my son. So, it’s better than what I had in the past
because, like I said, everything was worked out. 1 just had to deal with the finance guy,
but | expected that going in. But, it wasn’t as good as it could have been.

What would you do differently next time, do you think?

Well, buying a brand new car from a dealer, | would probably want to do the same thing
as far as having an agreement with somebody written down and discussed verbally before
| walked in, with numbers written down. Whenever you deal with finance, | hate to say
this because I’m sure there’s some good finance guys out there, but they’re always going
to try to get you to sign something that you don’t want. That’s their job. Not jack up the
price but to get you to sign a longer deal or whatever it’s going to take for them. They’re
looking after their own interests, you know.

Do you think if you had it to do over again you would finance through the dealer or
through some other means?

Getting a brand new car? 1’ve got to go to |JJlif to tell you the truth. To get a brand
new car, | might have looked for other financing ahead of time. | might have done that.
It moved a lot quicker than | was expecting. When my wife starts doing something...I’m
a little slower about things. | check things out. | massage a little bit to try to figure out
this and that, then | play all the angles. My wife just jumps in and makes phone calls and
she had this working. | would have done it slower. She’s a little quicker. | would have
checked out other financing options ahead of time.

She got the ball rolling.
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R: She got the ball rolling and my son needed a car because he was using one of our
vehicles. There was a lot of dynamics involved. It went quicker than | would normally
go, but sometimes you understand through experience that you’re just going to have to
deal with certain things.

M: If it were up to you to do again you might come in with some other financing options that
kind of compared.

R:  1would have went to |l first since I go to that band 2 or 3 times a week. 1 would
have been there talking to the assistant manager real quick and say, “This is what we’re
going to do. What should | do? Let me know.” | would have checked that and maybe
somebody else, another banking institution, and see what they would do for a new car. |
would do more research on the financing knowing that | was going to have to deal with a
finance guy who, again, knowing their purpose for what they do for where they’re
working at, that their goal was to get you to sign something maybe you don’t necessarily
want.
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CONCLUSION/FINAL COMMENTS

M:

Right. If you wouldn’t mind, since we are wrapping up just a few minutes early, | just
want to check and make sure there’s no additional question before | let you go.

No problem.

Just one last question to revisit. You were sharing with me about the additional products
and services that the sales person first discussed with you. How were those presented?
Did he present pricing to you for each one of those additional add ons and, if so, how was
that presented? Was it verbally or written down?

It was...well, verbally we didn’t talk how much each was going to cost. He had a card or
a piece of paper with something on it at his desk and he showed it to us and these were
the different options and we were to look at it and check off which ones we were
interested in. It might have been a card.

But, it didn’t have pricing on it. Didn’t you tell me the one package you did want, you
were under the impression it was $300.00 or $400.00 and the finance guy tried to...

Yes.

How did you know it was $300.00 or $400.00?

Yes. That was something that was discussed on the phone with my wife and him and she
wrote it on the piece of paper that | took with me that we’re going to get this one package
and this is what it is.

That was the verbal thing.

That was the verbal thing.

You wife wrote down.

But, when we were in there earlier, this was on Monday we were in his office and we left,
he had shown us the different add ons and we went through and there was like 5 of them
and we talked about them. At that time another sales guy...was it a sales guy or a finance
guy? It was probably a sales guy. Monday, when we were there the first time, he came
out with the salesman and he talked to us a little bit trying to finalize the sale and we said,
“No, this is just too much. We’re not going to go that high.”

Your recollection of the add ons is that they were more of the verbal discussion, not
“here’s the pricing for them” to you visually.

Right. It was more of a verbal discussion. We thought, “They’re not going to deal with
us. It’s too high.” We weren’t going to settle. He was just telling us about it and we
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knew that they’re going to get this down. There’s no way they’re going to get this
$19,000.00 car as it sits inside the show room, down to the price we want. That was on
Monday when we left. So, | wasn’t really paying too much attention to it. But, the fact
that it was a verbal thing, there wasn’t prices assigned to it.

And then, in the finance office when he said, “Well, actually that package is $900.00”
that was written down somewhere or was that a verbal thing?

The thing was, when | went in with my son on Thursday, then | had the piece of paper
from my wife where she had written down on the phone their conversation, what it’s
going to be. It wasn’t an exact amount. It was $300.00 or $400.00. | don’t know exactly
what she had on the paper. But, that’s when we checked off exactly what we wanted and
then when he sat down and the number was twice to three times the amount I had on my
piece of paper, you know, a bell went off in my head saying, “Where is he getting so
much?” That’s why | asked him about it, because it was a lot higher than what was
negotiated or discussed. Again, it wasn’t exact. If he had come back and said it was
$475.00 I wouldn’t have. But, $900.00 compared to $300.00 or $400.00? To me, |
thought, and what ended up happening was, of course he told me about the tax, but what
they did is just put another one on there. They put the clear coat on there I think to get it
down. But, I think I still paid more than what, you know, | don’t know the exact numbers
for those packages but it wouldn’t have been that high.

You never saw the exact numbers.

No. | never saw the exact prices on those add ons except for the one was what my wife
discussed with him on the phone.

Great. |think that’s all I have for you. Thank you so much for your help and for being
patient with me.

No problem. Take care of yourself.

Thank you.

// end of recording //
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AUTO BUYER STUDY

152288 -

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

What was the most recent car you purchased and when did you purchase it and from
where?

W. It was done roughly in [l And, where it was done at

Excellent. Which factors influenced your decision regarding what car to buy and where
to buy it?

We are pretty much a [JJJli| family. You know, they’re reliable and it’s the first vehicle
for my son so | knew I had to cosign it for him. | ideally wanted a used vehicle for him,
but of course, the dealers always say it’s best to get a brand new car because you get
better deals, better discounts, you know the shenanigans. | was like, “OK.” So, that
was...| didn’t want him to get a big vehicle because of gas, the mileage, and I think |
prefer the vehicle...it would be a small vehicle that’s not going to make him spend too
much money in gas because | know he’s always out and about. So, a small vehicle. He
didn’t want that |||} EBEEE in the beginning. We test drove a | and |
didn’t like that and it felt very insecure. It felt very small in the back. Me, being short, |
felt very insecure. If somebody hit us from the back I’m going to be in a lot of pain. So,
| didn’t like that one. So, then we test drove the ﬂ you know, their [JJij so
they have a lot more features and they have...when you put it on reverse it has the
camera on the back, it had a blue tooth so that was a big deal for him. So, those were the
main factors for us to get that vehicle.

What about how you chose where to purchase? The dealer to go to? Where there any
factors that influenced your decision?

It did. The seller, I don’t know their titles, but they’re the person | always go to
whenever | want to buy a vehicle. So, they were the ones | went to to purchase my first
vehicle.

You had the same salesperson?

Yes.

Oh, | see.



So, I know, even though I don’t bring that much money on the table or the best credit of
the world, they always try to help me out tremendously. So, | know I’m going to be there
for at least the entire day, but somehow I’'m going to get what | want and kind of meet
them in the middle. The first they want to give you the worst interest rate. 1’m like, “No,
you’re crazy. I’m not paying that interest rate.” And, | know they’re going to work it out
somehow.

You had experience at this particular dealer before for other cars.

Yes, with the salesperson, the guy that looks for the vehicle, but not the finance person.
It’s always a new finance person all the time.

Summarizing the experience about shopping or choosing that particular car, was there
anything in particular that you really liked or didn’t like about that experience?

It was a long day.

Tell me about that. How long was that process from start to finish?
We went there on Saturday. | didn’t get the car until about Monday.
So, three days.

Yes. We were at the dealer, we picked out the vehicle. We test drove |l and then we
test drove the il We originally had to drive a white |JJJilif and then they thought
we were going to get the . I’m like, “I don’t like that car.” She was like, “Why
not?” “I just don’t like it. It doesn’t feel secure enough and it shakes too much when you
drive it. I don’twantit.” So, she’s like, “OK, you want to try the [ JJl|>” We were
like, “Yes.” So, when he decided the |||l

You meant the |l

Yes, the I . Yes. So, we decided for that one and then, for some reason, my
son had taken the white one. So, he wanted the white one, the white color vehicle,

, and for some reason they said the white color was about [ lil more than
any other color. I’'m like, “OK, as long as it has the same features inside, we really don’t
care what color it is.” So, we went for the black one. Then, my son saw it and we test
drive that one as well so we decided for that one. OK. Fine. Then, we waited for 3
hours for our turn to talk to the finance guy.

Oh, wow. You just had to sit there and wait?
Yes. And, mind you, | had a 10 year old with me and a 9 year old. They’re like, “I’m

bored. Can we go home?” They were just dragging my ear. So, we waited there and
then he ran numbers for me and he’s like, “OK, it was a long (inaudible) bla, bla, bla, but
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| got you approved.” I’'m like, “OK.” I’'m waiting. “OK, what’s the finance rate?” He
said, “Twenty-four point 99.” I’'m like, “I am not signing those documents.”

Twenty-four?
Yes.
Percent?

Yes. I’'m like, “I’m sorry. | wasted your time. | am not signing no documents at a 24%
rate.” 1 said, “I know I don’t have the best credit, but I also don’t have the worst.”
They’re looking at me like...I’m like, “I’m sorry, you know.” But they’re like, “Can you
put more down, then?” I’m like, “No. It’s his vehicle. He only has $1,000.00 down.
That’s all we have. | came here for a used vehicle. You guys want me to buy a brand
new vehicle because | get some discounts or whatever.” So, we sat there and then it was
almost 5:30 PM or 6:00 PM and all the banks were closed. All the major banks were
closing. So, he was like, “OK, what I can do is, I can talk to other banks, but that’s not
going to be until Monday. Maybe I can get you down to 10%.” 1I’m used to paying
between 7% and 10%. | mean, it’s still high but it’s doable. 1 said, “Sure. That’s fine.
I’Il wait. It’s no big deal for me.” My son was a little disappointed because he didn’t
drive a brand new vehicle out of the lot. | was like, “You know, hon, if it’s not meant to
be, it’s not meant to be. Don’t worry about it.” So, came back Monday. I didn’t have to
work that day for some reason. | think it was a holiday. They called me and they
said...you know, the guy...he said, “I have good news for you. | got you approved for
10%. Come in and sign the paperwork, this and that.” We got there, then we had to talk
about insurance on the vehicle. That was another 3 hours because the car payment, it
was...the insurance was higher than the car payment. My son is going to pay for this.
I’m just putting my signature. But, no money is coming out of my pocket. 1’m looking
at my son and I’m like, “I am not signing this. 1 am sorry. It’s like putting you in this
situation where I know 6 months from now they can tow this vehicle away from the
house because you can’t make no payments. It’s ruining your credit. You’re just getting
your credit started and making my credit worse than what it already is.” So, they also
have connections, you know, with insurance and stuff. So, they started calling different
insurance companies trying to see who can offer me a better insurance rate for him. 1
also have my insurance agent. The guy that works there, we used to work together at a
different location. But, he went his own way and | went in another way with a different
company. | had sent him, I said, “Look, I’m getting a new vehicle. 1’m trying to get
insurance on the vehicle, but it’s going skyrocketed and | can’t afford this. | cannot pay
more insurance on my vehicle that | know I have a great driving record. 1’m not going to
pay no $500.00.



AGREEING TO A PRICE FOR THE CAR

M:

Let me back up just a little bit. | want to ask you about arriving to a price for the car. So,
before you get to financing and you’re getting to the price that you’re going to pay for the
car. Tell me about that process. What was the car listed for originally, what did you end

up paying for it, and how did you get to that price?

I’d have to look at the paperwork because | kind of forgot. They said they brought it
down $2,000.00 less than what it already was, so | can actually get it approved to the car
payments that he could roughly afford. Yes, because they said the vehicle was about
$23,000.00. That’s what they said. Then they said they brought it down to $18,000.00.
The white one was $25,000.00 but somehow they brought it down to $18,000.00 and then
they added all these fees and, you know, with the processing fee I’m like, “Why does it
have to be $700.00? It used to be $65.00 when | bought my vehicle a long time ago.”

So, all of these things add up. But, for them to be able to make a car payment where my
son could afford the car payment, then that’s how they played the numbers in there.

Did you go into the dealer with a price in mind that you knew you wanted to pay? Or,
how did you...

| came to the dealer not really with a price for the vehicle, but a car payment on a
monthly basis.

Monthly payment.

Yes. No more than this. This is what | want to pay. | don’t care. A used vehicle. But,
“Oh, lets’ get a brand new vehicle. You get all these benefits and this and that and bla,
bla, bla.” And they said it’s better for them...they said it’s better if we buy a used vehicle
then why not trying to push me with a used vehicle? But, they said | don’t get all these
benefits and all these discounts that, you know, for me to be able to get it.

Was there a lot of negotiating to get the price down or did you pretty much say, “This is
what | want to pay on a monthly basis?” And, they said, “Well, here’s what the car is
going to cost.”

Yes. That’s why I like going to them, because when I tell them no more than this a
month, they will work the numbers. They will bring the interest rate down, maybe a tier
or two down, or they will remove some fees down the line. Just play with the numbers.
They say they lost money. They never do. I’m like, “They’re lying because you guys
never do lose money.” That’s why I go over there. 1 tell them, “No more than this a
month.”

How do you get to that number? That monthly number?

| just kind of, you know, my son has a part time job. 1 tell him, “This is how much you
need to pay for this.” | run numbers for him. “So, this is your net income.”
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So, you’re doing it based on your budget. Did you do any research about what the

cars cost and coming in and saying, “Well, this is typically what they sell for.”
Or was it just a matter of “This is what we can afford. Give me a car that fits within
this.”

| personally wanted a [l for him. He wanted a || | . 1" like, “No,

honey. That’s a $40,000.00 vehicle. Nobody is paying for that.” | knew that the vehicle,

the run between $20,000.00 and $30,000.00 depending the model. You know,
the , the , the [l and all of them. So, I know the i} is a little higher
and then the is a little lower. | knew between $20,000.00 and $25,000.00,

depending on the interest rate, we can stay within our budget. So, most definitely |
always look into the vehicle prices. Yes.

Did you trade in a car at the time of purchase?

No.



OBTAINING FINANCING

M:

I, 152255 [

Let’s talk about the financing. How did you pay for the car? Tell me about the
financing.

| tried to get a pre-approved loan with the credit union, but because | already have 2
vehicles under my name, which is my vehicle and my husband’s vehicle, they kind of
looked at it like it was too much of a liability for them. I wasn’t going to be able to
afford to pay for all these vehicles. I’m telling them, “I’m not paying for all 3 of them.
I’m just cosigning for them.” They denied me.

So you did search elsewhere besides the dealer for financing.

Oh, yes. Most definitely. The credit unions always give you a better rate than the
companies at the dealers.

OKk.
You also get a better lower rate.

But, they denied you because you already had 2 cars in your name. So, you ended up
going through the dealer financing.

Yes.

Did you say he put $1,000.00 down and financed the rest?

Yes.

OK. What, if anything, did you particularly like about the financing experience?

The guy did everything that he could to help me out. 1 really, really, you know, really see
that on him. I’m sure he gets a percentage every time they sell a vehicle, but he
definitely, you know...you know what? Do | have 2 glasses? Because, | went to the
movies today, so I’m like, “Do | have my 3-D glasses?” Yes, he called because it was
24% before and then he got another company where they got it down to 16% and I’'m
like, “It’s still too high. Sorry, I’m not paying.” And then he asked me, you know,
“What’s the highest you can spend?” “At worst, 10% and that’s it.” He told me...

How did you know you could negotiate the interest rate? 1’ve been talking to people all
day long and no one else has told me that they can negotiate the interest rate. How did
you know you could do that?

Because they want to make a sale. They don’t want you walking out of the dealer
without a vehicle. And, with my husband’s vehicle, they wanted to also sell me his



vehicle with a 24.99%. From 24 they brought it down to 7%. They match the percentage
| had with the credit union on my vehicle. That’s how I know that they will and they can.

So, you had experience negotiating that before.

Yes. The moment you tell them no, no, no, no, no, and you’re ready to walk out, and
maybe in that moment of that window they’ve got to meet a certain criteria of the month
or whatever, | don’t know. You know, they tell people they got to work out of
commission. They want that commission so they will do their best to do it. 1’'m sure that
they get in trouble because the guy that sold me my husband’s vehicle told me, “I’ll deal
with them later.” So, whatever that meant to me | really don’t care as long as | get my
percentage that | want. Or, at least close to what | want.

What did you not like about the financing experience, other than they came back with
24% and lowered it. Other than the percentage rate, was there other aspects of the
financing process that you did not like?

I’m going to say the wait, but that is something that you expect, knowing that you’re not
bringing a lot to the table. You know, you’re bringing very little money. It’s something
to expect. | didn’t like it but it’s something that | had to face.



ADDITIONAL PRODUCTS AND SERVICES

M:

R:

Did the dealer offer you any additional products or services?

With buying a brand new vehicle, zero miles, you get oil change for the rest of the time
he has that vehicle.

So, there was a maintenance...
Maintenance. Yes.
Extended service?

Yes. So, he just drives the vehicle to the [}, tells them what he wants, and they will
change the oil for him. Maintenance, pretty much.

Anything else?

No. Just the maintenance.

Anything about rust proofing?

No.

Anything...GAP coverage? Are you familiar with what that is?
No. That was a must.

What do you mean, “That was a must?

They would not give me the vehicle without the GAP insurance.
They wouldn’t give you the vehicle without it? So, it was mandatory.
Yes. It was mandatory.

How much did that cost?

| think it’s right here. Nine hundred dollars.

Were you able to negotiate that price, or no?

No. No.

What was your overall impression of the dealer offering you these additional products?
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Me, myself personally, have never purchased a brand new vehicle. Every time | buy a
vehicle for me, it’s used. Having the service, you know, oil change and all that stuff, for
the remaining time that you keep the vehicle, I think that was great. I’m like, “Oh, |
didn’t know that. Maybe I’ll look into it whenever I’m ready to buy me a new vehicle.”

This is the first time you experienced these additional purchases.
Yes, because they offered me, for my vehicle, but it was more money that | would have
to put into the financing. I’'m like, “No, | already have a pre-approved letter that it has a

limit to it. | don’t want to add more to it than what | already have.”

At what point in the process, when did this occur that they offered you these additional
add ons?

The GAP I already knew, because every time | buy a vehicle they tell me you have to
have GAP insurance on it just in case something happens.

What is the GAP insurance? Do you know what that is?

They say it’s to cover bumper to bumper in the event that the vehicle comes into a total
loss. The GAP will cover whatever the insurance doesn’t cover. But, | think there’s a
limit on that. | think it’s only like a year or two.

Did your sales person talk to you about this or was it the finance person?

The finance guy was the one. He just said it covers bumper to bumper in the event that
something happens. They don’t really go into detail for that, at that point. (inaudible)

leave it alone.

What about the extended service agreement that you bought? Was it the finance person
that talked to you about that?

That’s not really a purchase. That’s included in when you buy a brand new vehicle, zero
miles.

You didn't pay extra for that.

No. That comes with buying a brand new vehicle from [} They say it’s free but it’s
not really. They charge you somehow.

We’ll look at your paperwork and see if we can find that charge in there somewhere.
Any other additional products or services that you purchased?

No. I didn’t want to add anything more to it because, you know, we were already at our
budget limit. They didn’t offer anything else. They were like, “Am | going to make this
sale or not?”
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Up to this point, my interpretation of what you’ve shared is that the trickiest part of the
process was negotiating the interest rate. Is that true? Or, were there any other steps
along the way where you sort of felt like they were trying to pull one over on you or
anything, or no?

No, not them. They know I’m not going to sign nothing that | don’t want. | don’t have a
problem just saying, “No, I don’t want it.” Just like she was trying to push that JJJij on

me. I’'m like, “I don’t what it. | don’t like it.” “Well, why not?” That vehicle was only

$15,000.00. She’s like, “It’s within your budget.” I’m like, “OK. But, | don’t want it. |
don’t want it. This is what we want. Can you help me or not? | can go somewhere else.
Easy as that.” And, they don’t want you walking out.

Nothing else seemed overly tricky about the experience.

No. Because see, | always look to them and I tell them the way it is, what | have, what |
want to pay a month, and what my credit looks like. They know it’s not the best, but
whenever | buy a vehicle | either trade it in 2 or 3 years later or when | pay it off. You
know, it’s in good sense.
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CONTRACT AND POST-PURCHASE

M:

OK. Let’s talk about the contract. Did you have an opportunity to review the paperwork
before you signed it all?

They show it to you on the screen, which | don’t like because you really don’t see...they
tell you, “This is just a bill of sale. This is just the trade in document, this is the down
payment, this is for the GAP insurance.” But, you don’t really get to read what’s in there.

The didn’t print you a copy.

They don’t print you a copy before you...they only print it once. It’s signed because it’s
electronically now. It’s a little...

Yes. One of those little things (inaudible) whatever.

Yes. Exactly. Yes. But, they just kind of twisted the screen and they just tell you, “OK,
this is for your glass, and you should sign right here, and cosign right here and that.”
They really don’t go into the details.

How do you feel about that?

You know, once | get to that point where | want the interest rate that | want and | know
I’m not going to be paying more, you know, it’s kind of like a give and take situation. |
know somehow you’re getting a lot more than what I’'m getting, but at least I didn’t pay
for the interest rate. That’s my main thing. The interest rate. All the other stuff that you
add on, somehow you were going to either way, so...

So, at that point you just wanted to sign it and get out of there.
Yes. Pretty much.

Any other comments about the ease or difficulty of understanding the paperwork? We’re
going to look at it in more detail in a second, but just in general overall, anything tricky
about the paperwork?

It’s too much of a fine print for me. Like, who has time to read all of that? Who’s
actually going to sit there and read all of that and actually ask questions and tell them
what is this, what is that? | don’t think maybe 70% of the average customer does not
read that. Maybe there are some mass(?) contingency(?) that actually read every single
detail and will dig into that until they get a better number, or people that are buying stuff
right out, you know, they’re like, “No, I’m not paying for that. | don’t need that, | don’t
need that.” And, they know that if you bring in money to a company they are going to
bend the rules for that person because they’re just dropping their money as it is. Me, as
an average customer, you know, | have to give and take. | have to lose some to win
some.
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Interesting. Thank you for sharing that. Have you had any contact with the dealer since
purchasing the car?

Yes. The salesperson keeps asking me to fill out a survey. But, it went to my son’s

email. | don’t know where it went. | tried to look for it to give him a good rate. | could

tell them 1 guess, but I don’t know where this is, to be honest with you.

Have you had any problems with the financing of the car since you’ve closed the deal?

No, | haven’t. | haven’tatall. We pay electronically. We set it up with the ||l
and my son’s bank where it comes atomically out of his account so he doesn’t

forget and I’m not wondering whether he paid it or not. | just remind him, “Remember,

it’s coming up. Make sure the money is there.” | make sure that the payments come out

a day after his payday so that way I’m sure the money is there.

Excellent. Was placement of a tracking device required or discussed at all?

Insurance did.

Insurance did.

Yes. | believe...I’m not sure. You mean the stolen device?

No. Any other talk about a tracking device?

The insurance sent one for him because...

In case the vehicle is stolen.

No. To record his driving...to insure he’s not a reckless driver. Like a babysitter. That’s
what I call it, babysitter.

OK. Have you ever heard anything about, I think sometimes there are tracking devices
that are put in the car and then activated and they can shut the car off if you haven’t made
your payments.

Really?

Yes.

| never heard of that.

Never heard of that.

No.
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M: So, nothing like that was ever discussed.

R:  No, but I’'m sure with a ] vehicle they have all different kind of features now, and
those are the basic features. Maybe it’s in there and | don’t even know.
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OVERALL UNDERSTANDING

M:

OK. Let’s look at your paperwork and if they have any additional questions about what
we’ve discussed, they’ll send a note in. Let’s start with the retail installment sales
contract. Do you have that in front of you?

Is it this one?

It says on top...no, the retail installment sales contract. It says on the top left corner.
There you go. What is your understanding of the document?

This is where it tells me what my percentage rate is and what 1I’m actually paying
including interest rate all together.

Is there anything about this document that’s particularly confusing or difficult to
understand?

No, not really. It tells you right here what the interest rate is and what money is on top of
the $19,000.00 and what it is all together. See, they’re saying a down payment of
$2,500.00 which is not true. We only gave them $1,000.00.

So, that’s incorrect you’re saying.

Like I say, they play with the numbers.

Total down payment. On the next page it says total, oh wait. Remaining cash down
payment, $1,000.00. | don’t know. I’m not sure why there’s the $1,000.00 on the next
page. Where on this document, point to me...you pointed to the APR, right?

Yes.

The 9.94%. And, where’s the monthly payment? Can you show me where that is?
Right here. Amount of each payment. Right after the 72 month regular payments.

Do you know how that number was generated?

| guess they divided. | want to say 5 years. | hope it’s 5 years.

Where is that?

It says 72 payments and one final payment of $369.00.

The length of payments is 72, right?

Yes.
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M:
. Does

R:

M:

Were any of these numbers negotiated other than the interest rate that you talked about?
No. Not at all.
Did the dealer just suggest these numbers to you?

That’s what, you know, as they play along with the numbers, that’s what they do. Like I
told you, by that time they just play with the numbers and | see them. 1 literally see them
playing with the number, adding months or removing these...

What was the monthly total amount that you were targeting?

| was saying $350.00. But, he said, “The best | can do is $369.00.” And, you know, I’'m
talking to my son and then I’m talking to my husband and I’'m like, “They’re saying
$370.00. That’s the best they can do.” | could have been more pushy about it, but
coming from 24% to 9% I think they have done a lot and probably there was no more
room to play around with the numbers. Like I said, it’s a give and take situation.

OK. Let’s turn to the next page of this agreement. What are all of these line items here?
| don’t know.

Not sure. Thank you, i} 1 think what they’re pointing out is that there was a
$1,500.00 manufacturer’s rebate that was included along with your $1,000.00 down
payment, which is why they’re saying the down payment totaled $2,500.00. Did you
know you got a $1,500.00 rebate?

They were telling me something about a rebate. If you get a brand new vehicle you get a
rebate out of the original price. That’s what they kept telling me.

That was the $1,500.00 plus your $1,000.00 down payment is the $2,500.00
that make sense now?

Yes.

You weren’t totally sure how they got to that number.

No.

| believe you mentioned to me before, and | want to understand the content a little bit
more, that the GAP insurance was required, you said. So, what...tell me about how you

came to that understanding that it’s required?

Every time | purchase a vehicle or finance a vehicle, they make it as a requirement for
them to approve your loan.
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They verbally tell you that?

Yes. They tell me, “You have to have this.” Maybe you don’t, but as an average
customer we really don’t. Maybe we don’t look into it deep enough. They have to make
that commission, the have to sell it, you know. So,...

Are you sure? Have they verbally said, “You have to have GAP insurance?” Or, is it just
when you’re going line by line item, they’re like, “Oh, and here’s your GAP insurance.”
You know what I’m saying?

No. They always tell me | have to have it.

What about, you said you also purchased the...or, no. You said the service contract. Is
that something that was optional or required?

They said it was...it came with the vehicle and it was free or whatever, which I don’t
believe it’s free, | don’t believe they’re being free, but...

They told you it was free.

Yes. That it came with the purchase of buying a brand new vehicle.

I need you guys to clarify for me which paragraph you want me to read. Is it on the GAP
contract which I haven’t gotten to yet, or are you talking about still on the retail
installment sale contract? If you could clarify that for me I’ll get to that last question.
While we wait for them to clarify that let’s turn to...maybe it is on the contract now that |
look at it. Let’s look at...there’s another piece of paper that, on the top, should say
“Guaranteed auto protection program.” Do you have that?

Yes.

We’re looking at this document. It’s the Guaranteed Auto Protection Program, it says.
Can you tell me, do you know what this is? What is your interpretation of this
document?

Well, | see it now. This is one of the documents I didn’t need to sign. They just kind of
show you the paperwork you need to sign. So, I didn’t see this paperwork.

Do you know what this is?
Now that I see it, | guess it’s the GAP paperwork.
What was the price of it?

Nine hundred dollars.
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Did they tell you that’s what it was going to cost?

No. They just said, “We’ll just add the GAP insurance into the financing.” That’s all.
That’s what they said.

They didn’t tell you it was $900.00
No. But, since it was here, that’s where | saw it.

OK. Itwas line items. Can you take a look at the paragraph that’s at the bottom of the
contract and read it for me?

It says, “The purchase of this debt cancellation agreement addendum (inaudible)
voluntarily seen(?) you agree to purchase the GAP protection described in this agreement
for the additional charge set forth above the agreement purchase price. GAP protection is
not required in order for your to obtain credit or obtain any particular overall(?) terms for
credit.” They never showed me this. | would have said, “No. That’s what | have car
insurance.” You know, vehicle insurance.

It was your interpretation or understanding that this was required, even though now on
the paperwork it’s telling you it was not required.

Right.

Let’s look also at that service contract. Do we think it says anywhere on the service
contract that it’s optional? You were saying that the service agreement...look at page 3
of the contract, above your signature on page 3. Optional mechanical breakdown
protection.

The term of this protection will be 72 months or that many miles, whichever occurs first.

You want me to read that? | don’t know what |||l means. |

| don’t know. It says here zero dollars.

Right. Well, zero dollar deductible. 1I’m not sure what they offered you there, to be
honest with you. | wanted to check...

It says right here, optional mechanical breakdown protection. Mechanical breakdown
protection is not required to obtain credit and you may purchase it from anyone you want
who is reasonable and acceptable to the creditor.

Is that what they told you was included?

They told me it was included, but they never said...they told me as long as you have the
vehicle you can always bring it here to change oil, but they never told me once it reaches
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this amount of miles, you know, it was no longer free. That’s what they told me, but they
didn’t tell me that part.

How do you feel now? You’ve looked at these 2 things that seemingly you though were
required, but now are not required. How does that...what is your impression of that?

That they take advantage of people and I feel I’ve been taken advantage of because |
could have saved $900.00 on this deal, not paying interest on $900.00 that | don’t need to
pay. But, like I said, they play with the numbers. The average customers will not read
these documents, number one. Number two, they don’t show you this sheet right here.
They just show you this and the ones that you need to sign.

Your signature was required right on the guaranteed auto protection. Was your signature
required here or no?

Yes, but they just tell you, “Sign here, sign here.” They just kind of click, you know.

OK. Just clicking through. And, what about the [JJJilj extra care vehicle service
agreement application? Do you have that one? Do you know what this is?

No. Warranty auto protection?
The [l extra care vehicle service agreement application?

Here itis. See, that’s a $2,000.00 right there. Like | said, they don’t let you read. They
just kind of, “Sign right here. Sign right here. Sign right here.” You know?

This is, | think the other what we were just reading that other paragraph on the other form
as well. So, these are 2 things. You have separate contracts for them that are additional
prices that were in your...

It’s stuff that | didn’t need to get.

Yes.

| don’t like this part right here. That’s $2,000.00. That’s $3,000.00 all together that just
didn’t need to be in this financed amount of money.

You weren’t aware of those additional costs.
Yes.
And, weren’t given the time to properly read the fine print.

Exactly. Yes.
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Anything else that you’re noticing as we’re going through your paperwork that is
different than what your expectations were when you were doing the deal?

That, at the end of the day, they (inaudible) | would say. They never loose. Who knows?
This is the copy that | have but who knows what they have in their records and maybe
this money that they’re getting paying for this, they may be applying it to something else.

Were you aware of a spot delivery agreement? Do you know what that is? Do you see
one ever presented to you?

No.
When the dealer allows the car buyer to drive off the lot with the car, on the spot, when
the sale and financing are technically final, you have to sign an agreement that, if for

some reason the deal doesn’t go through you return the car.

No. | was never offered that. It’s only just to test drive and you have to come back.
Never free to test drive the vehicle for 30 days. No.

Did you have to fill out a credit application?

Yes.

Did you fill that out or did the dealer fill it out?

No, I filled it out.

You filled it out yourself so you knew the information was correct.

Yes.
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OVERALL EXPERIENCE

M:

What I’d like to do for a few minutes, and they can decide if there’s any additional
questions about your paperwork that they want to send in, I’d like for you to summarize
for me your overall impressions of the entire car buying and financing experience. Now
that we’ve talked through some of it and we’ve looked at some of your paperwork, how
do you feel about it overall?

| feel I’ve been taken advantage of, to be honest with you. Even though I thought that |
was getting a great deal with the interest rate, but I know see that they’re also very sneaky
about putting stuff on your paperwork. They only let you skim through the paperwork
that you have to sign and they just kind of tell you what it is. This is this, this is that, this
is this, and then you just sign it away. You’re so tired, you’re so worn down, you don’t
want to be there no more. You just want to get it done and over with. They take
advantage of that. Yes, they still play this friendly card, you know, thank you for your
business card kind of thing. Like I said, they never lose. They never lose.

If you had this to do over again, what do you think you would do differently next time?
Now that I’ve gone through and seen that this is volunteer, | don’t have to buy this extra
stuff because that’s why you have insurance. If something ever happened to your
vehicle, that’s why you must, if you have a lien on your vehicle you have to have full
coverage. So, that’s why you have insurance. So, why pay more on top of everything
else?

Anything else you would do differently?

Maybe not the GAP. You don’t need the GAP now that | see that it’s volunteer.
Everywhere | go they tell me, “You have to have it.” Now that I don’t have to have it,
and I don’t have to pay for it. So, now I feel more knowledgeable, you know? More
tools to go over there and negotiate what | actually want to get.

If you wouldn’t mind, because we’re a little bit running ahead of schedule, I just want to
go back and see if they have any final questions. Would you hang on for just a second?

No problem.
We went through everything so quickly. Thank you for your patience.
No problem.

Can you just fill me in a little bit about, you mentioned when you were reviewing the
contract and the paperwork and you said it was on a computer screen, right?

Yes.
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Then you mentioned you didn’t sign...how did you sign the paperwork? It was
electronically. Not a hard copy.

Right.
So, when did you get copies of your paperwork and how were they delivered to you?
They were printed out and put in an envelope and said, “Thank you.”

After you signed everything. You didn’t get any hard copies before you signed
electronically.

Right. Yes.

Then, after you signed electronically, they printed out copies.
And put them in an envelope and that was it.

Stuck it in an envelope and sent you on your way.

Yes. By then it was 3 days later. | just wanted to get out of there. It was Monday. |
already had a discussion with the insurance where they’re telling me I had to pay $400.00
worth of insurance just for him. I was like, “That’s not going to happen.” So, that’s
where all this drag for that day was. You know, figuring out to bring a insurance
payment to a decent amount for him. I knew it was going to be bad because of his age
and he just got his driver license, but I didn’t think it was going to be that bad. 1 said,
“Are you kidding? 1’m not going to close the deal because the insurance is going to be
more than the car payment.” But, my agent worked it out where he was going to have a
different policy with my name and his name and he was paying roughly $180.00 a month
with that thing on his vehicle, like a babysitter. That’s what | call it, a babysitter.
Making sure he’s not as reckless driver because based on that thing on the vehicle, in six
months that’s how they’re going to base his insurance. That’s another thing I’m waiting
on, like...
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CONCLUSION/FINAL COMMENTS

M:

Let me ask you a hypothetical question. It’s probably going to be very difficult to
answer. But, do you think that if they had printed off the paperwork earlier in the
process, that you may have felt like you had more time to review it, or do you think you
still, at that point, were like so exhausted you just wanted to sign it and get out of there?

| would have rather had this and to see where you see its options. Because, | tend to scan
through those spaces. But, once you’re in the computer you feel like you’re under way,
you know? You don’t have time to really take your time. So, like before. But, I never
knew before either. You know, I need the car, | have a car. It’s approved. So, whatever
it takes to get this vehicle. Like I said, an average customer will not read everything.
Eventually he will be taken advantage of, and the dealer never loses. They never lose.

| really appreciate your time. Thank you so much for being here.

// end of recording //
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AUTO BUYER STUDY

155913 -

Project #FTC1501

RESPONDENT INTRODUCTION

M: The first question | have is, | have one question. Let me just verify from the beginning. |
see it says here , but yet we have a piece of paper that
says you bought it from a . Is that wrong information?

R: That’s wrong information.
M:  So, you bought it from this place in [ Gz
R: That’s correct.

M: OK. We’ll get that corrected on our paperwork. Thank you.



SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

What is the most recent car that you purchased and when did that occur?

That was a || G, 21 the date, it was right around [N ..

| don’t need the exact date. But, the month would help.

This year, | maybe.

OK. What, if anything, did you like in particular about the experience?

It was very easy.

What does that mean, easy?

In the sense of, well first of all let me go back a little bit. _

So, when | said it was a good experience, what happened was, my daughter had
purchased a car from them a while back and was friends with the owner.

Right. So, she took me there. Let me go back for a second. First she took me to the
I o - looked at a brand new [ o
something like that. | wanted to be able to afford the payments, so in order to afford the
payments I’d have to put a pretty hefty down payment down. So, she said, “Why don’t
we try with my friend over at . So, we went over there and he
specializes in very expensive models but older. In other words, not brand new. He turns
a lot of them over. He goes to auctions and buys them at auctions and then sells them.
He’s got everything from an | to 2 Il and all kinds of stuff on there. So,

anyway, went there and he was the one that suggested, This is
an Il which is much better than . It’s and | can give it to

you at my cost.” He was close friends with my daughter. As it turned out he gave me a
very generous interest rate, little did 1 know based on my credit score. So, | said, “Well, |
belong to | Credit Union and they always advertise, like right now, [l
for used cars. Let me go try to refinance it at ||l

What does that mean, refinance?
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In other words, just try to get that loan and then get them to do the loan. In other words, I
transfer the loan over to h and pay them but get a lower interest rate than 8%,
because 8%, while it’s low for my credit scores, it’s not real low for current interest rates.
AndE \ouldn’t even touch it |GGG hey
wouldn’t even touch it. So, I go back and say, “Yes, that was really, you know...” and he
gave me that right away and was able to put it together. | said, “I can only afford $550.00
max.”

Five-fifty a month?

A month. The other thing, it’s also a purchase as opposed to a lease. And too, it’s only
for 48 months so in 4 years, as opposed to a 72 or 60 or something.

Thank you. We’ll talk a little bit about the refinancing concept in a little bit. Overall,

can you tell me what influenced your decision on what car to buy? Why did you want a
ﬁ?

My daughter has owned...her first cam, was a |||l
and she’s always driven...went from is, you know, really,
I mean | guess their advertisement says, “The best or nothing at all.” h is
probably, I believe, the best. So, she was the one that offered, “Hey, we’ll go see him.”
And, he had several cars on the lot, but that was a ||l and something that I could

afford and | got it way low, below the cost.

We’ll talk about that in a second, too. Once you reached the dealership, how long did the
entire process take, from the time you arrived until you left, either with or without the
deal?

| would say we did it all in about 3 hours.

Did you just go once?

Yes.



AGREEING TO A PRICE FOR THE CAR

M:

OK. Let’s talk about getting the price for your car. Tell me about that. First, did you do
any research ahead of time to figure out what the car should cost or not?

Yes. | went on the internet and looked at a couple of prices, and then I...

Where did you go on the internet to get that info?

| went to a couple of places. | went to il and 1 went to the one that I always go to.
| can’t remember the name of it. It’s where you look up your Blue Book value. Blue
Book or something like that.

Kelley Blue Book?

Yes.

Can you tell me, did you negotiate the price of the car?

No. Not really. He said, “I’m offering you my cost.” When he told me what it was |
didn’t dispute it because | had already looked up some of them.

| was going to say, what did your research show the car should cost?
Range?
Yes.

But, with [l with everything on it, which it does, was between $29,000.00 to
$35,000.00, in that range. He gave it to me for, | believe it was $27,000.00.

What, if anything, did you like about the experience obtaining your final price on your
car, and what, if anything, did you not like about it?

| liked it because, again like | said, | had already looked it up and it was a fantastic deal.

| couldn’t, you know, it was something I couldn’t turn down. It wasn’t haggling or
anything like that. He just basically said, “Look, I buy the cars at auction and I’ll sell you
this one for what it cost me. To a certain extend 1’m losing money because I’m not
charging you for the registration and all that processing fees and all that stuff.”

So, he didn't charge you (inaudible)?

No, he didn’t charge me that either. So, it was like...

How many miles were on the car?
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That’s another great thing. It was a JJJj but only had |l miles on it. When you
look at the thing on it, it was just a . That’s why it had so little miles on it.
It wasn’t a purchase at any time. It was leased in || Bl and then it was leased again
twice.

Can you tell me, the original price on the car was what?

| believe it was $27,000.00.

That’s what you bought it for.

Right.

OK. Did he ever indicate to you that you could get a better price if you agreed to certain
conditions?

No.

Did you trade in another car?

| did.

Let’s talk about that. How was the trade-in price determined?

He just basically...again, that was another one where | had already looked it up, how
much it was worth. It was probably the longest lasting car in America, which is a ||}
B 'y wife bought it as her car and she paid $3,300.00 for it from a friend
and he told me it was worth, which is true because | looked it up, it was worth maybe
$1,500.00 to $1,600.00 and he said that he would pay me, I think it was double,
$3,000.00 for it.

He would pay double.

Whatever it was worth. What I paid for the car pretty much, or what my wife paid for the
car. She paid $3,300.00 and we got it for $3,000.00...we got $3,000.00 out of it.

So, it was not worth $1,500.00 and he doubled it and gave you $3,000.00.
Right. Right.
This may be a stupid question, but did you owe any money on the car? The trade-in?

No.



OBTAINING FINANCING

M:

R:

How did you pay for your car?

| gave him a check for a down payment so | could get the payments where | wanted them
to be, that was $7,000.00 and then he financed the rest of it.

Tell me about the financing experience. In this case, did you talk to somebody else about
the financing or you just dealt with the same person?

No. I just dealt directly with him. | knew, again based on my credit score, | wasn’t going
to get a fantastic deal. He was able to do what I thought was a pretty good deal.

The best part of it then was the fact that you got what you considered to be a relatively
pretty good deal?

Yes.
Anything negative about the financing experience?

No. Other than the fact that, it wasn’t about the financing experience as much as |
couldn’t do any better because of my credit score, and | tried.

Your decision to finance through the dealer, that was because...

Again, it was very difficult for me with my credit score to try to do anything else. |}
couldn’t do it. ||}, ' wouldn’t even have tried. That’s the bank I usually
bank with but their interest rates are really high. So, it was really not much of an option.
Where did you discuss the financing? Was there a financing office?

No. It was directly with him.

Let’s talk about the terms you discussed. | think you said you didn’t negotiate anything.
He just said, “This is it.” Right?

Yes.

Tell me a little bit about what terms you talked to him about when you...

Basically, | just said, “I don’t want to get into it for a long period of time. | can only
afford maximum $550.00 a month.” That was basically it, and that’s exactly what he did

for me.

Let’s talk about this because you brought this up and I’'m really interested in this. You
mentioned the possibility of refinancing the vehicle or, renegotiating the APR or the
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monthly payments of the purchase. Who told you about refinancing? Was this
something he mentioned you could do?

No. | basically knew that if | were able to, I could shop around and see if | can get a
better deal, because 8%, while it was great for me with my credit score, again, it’s

. When you go to look and see with credit unions, with, you know, even
online it says car loans or something like that, you can go as low as 1.9% or something
like that. So, | said, “OK, let me see if there’s some way | can get it even lower so that
would obviously lower my monthly payments even below $550.00.” And then, because |
was a member of ﬂCredit Union, that’s where | went to first. The guy,
when he looked at my thing he said, “Wow, you bought this good. It’s worth more.”
They had to look and see how much, obviously if they give me a loan, how much is the
car worth, you know, because they’re going to be owning the car as well. He said,
“Wow, it’s worth more than you paid for it.” He said it himself, the gentleman I was
working with, the loan officer. He said, “Give me a few seconds.” He went back with
everything else and he said, “I’m sorry, you don’t qualify because of your credit score. 1
can’t do anything for you.”

In reality you couldn’t refinance the car. OK. Did you ever think of trading it in for a
different one?

No.



ADDITIONAL PRODUCTS AND SERVICES

M:

You like your |l When you were with your daughter’s friend did he or she ever
offer any additional products or services to purchase with the vehicle? Any kind of
packages or...

| have many times gone and leased many cars and brand new cars and every time you go
to the guy who’s doing the financing, and this other guy may tell you, “We can do the
interior, we can do the cover coating on the outside, and we can do this and the
maintenance and all that kind of stuff.” So, it’s additional moneys that you pay. 1I’m just
trying to remember in his particular case if he offered me anything. | don’t believe that
he did.

So, you don’t have any coverage of any kind. You just purchased the car.

Right. With my insurance | have, | have gap insurance.

You do have gap insurance?

Yes. That wasn’t through him.

That wasn’t financed through the finance package you got from him?

No.

That’s financed through your...

The gap insurance is just, | have |l and 1 have gap insurance on all my cars.

OK. I don’t have to ask you any of these because you didn’t get any of these options.



CONTRACT AND POST-PURCHASE

M:

Let’s talk about the opportunity to review your paperwork before signing it. Tell me
about that. How did that work? Are you the kind that...

I’ll sign anything that’s put in front of me.
You don’t go in depth into...

| don’t read it. The only things I look at is the interest rate, the monthly payments, and
the number of payments and when the last payment is, and that’s it. 1’m used to doing
that.

Can you tell me, at any point in time, before you drove off the lot did you find that any of
the spots on the retail installment contract that | have here, was any of it blank when you
signed it?

Not that | can remember.

I’m going to have you look at this in just a minute. Was there anything in particular that
you could share about the paperwork signing process that you went through, either that
you liked or didn’t like?

No. It was a very quick, you know, it was like 2 copies of everything and then put one in
front of me and 1’d sign and give it back, and other ones you initial here, here, and here,
sign here, initial here, sign here. It all perfunctory.

Have you had any contact with the dealer since purchasing the car?
Yes.
Tell me about that contact. What was it for?

| called him up because there were a couple of things that | found that were wrong with
the car. One was the lighter socket...l don’t smoke cigarettes, but use it for an electrical
outlet...wasn’t working. And then, between the 2 front seats there’s a little thing you

pull up and then it opens up into a little compartment where you can put things in and all
that. The handle piece of it, you pull it up like this and it opens it up, it fell off. You
could just push it back in, but you could tell it was broken because there were 2 pieces of
plastic that were cut off. The third thing was, when I filled up the windshield washer
fluid compartment and a few minutes later went to use the fluid, it would completely
drain. So, those were 3 things | looked at and | went back to him and | said, “Hey, here’s
what’s wrong.” He said, “All of this actually is still under warranty. So, all you’ve got to
do is go to any

dealership and they’ll fix it for you.” Sure enough, | went
to my daughter’s and everything was under warranty so they fixed it.
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One was just a fuse for the electrical thing. The other parts they had to order. So, the
gentleman | dealt with was the same service rep that handled my daughter. He said, “Sir,
| don’t have them in stock but I don’t have to go to ||l for them. They’re local.
So, would you like to schedule it for next week and come back?” | said, “Sure.” So, a
week later | went back and they installed those 2 and | was good to go.

Was there any other reason that you’ve had an interaction with the dealer since you
purchased the car, besides those 3 repair issues?

No. Only that I received a text from the dealership that basically said, “This is to inform
you that we did not receive your monthly payment.” So, | called the dealership. He was
not in but one of his associates was in and | said, “Hey, listen. 1 just got this thing and |
know that I paid it because what I did was, as | normally do on most of these kinds of
bills, I have my bank, what do you call it...

Auto deduct?

Yes. . 1t's like, they send a check and to be delivered, like I have a little program
for the thing and it says what day they deliver the check by and that kind of (inaudible).

Yes, yes, yes.

So, | had already set it up automatically so | knew I didn’t have to worry about it. The
bank would then deliver the check by that due date. So, I told the gentleman, “There
must be a mistake because my bank”...and I looked at my statement and it had been
taken out so | told him, *“You need to double check.” He said, “Hold on for just a
second.” Inabout 5 minutes later he came back, “You’re right. There’s an envelope
here.” 1 guess they weren’t used to getting it that way. There was an envelope from the
bank and it was my payment.

At any point since you purchased your vehicle has anything changed? Like, is your
payment the payment that was on your retail installment sales contract? Is that the
payment you make every month?

That is correct.

At any point in time was there a discussion about the placement of a tracking device?

No.



OVERALL UNDERSTANDING

M:

OK. Now, let’s go over your contract, your retail sales contract. Let’s start with this
first. Looking at that retail sales contract...(note comes in from outside the room). They
want to know who’s idea it was to make automatic payments for your car.

Mine. He had no concern over it. He just said, “This is how much it is each month.”
How I got it to him or what I did, he didn’t specify.

It wasn’t the dealer that required it or anything.
No.

OK. Thank you. Let’s look at this document first. Did your dealer fill it in or did you
fill it in?

The dealer filled it in.

Overall would you say that the document was easy to understand or not easy to
understand?

It was easy to understand.

On that document, can you point to me the place where it shows your monthly payment?
Yes. It’s like an itemization. | don’t see it on here.

Is that the only paperwork you got? Maybe it’s in these other papers.

What did you say your monthly payment was?

Five hundred and fifty.

There itis. Sorry. | knew I saw it. It says $550.00 installment of bla, bla, bla 48 at
$550.00.

This monthly payment, you had said you wanted the payments to be, what did you tell
me? Did you say you wanted the payments to be under a certain amount of money?

Right. | said I couldn’t afford any more than $550.00. | thought that was my max.
Did the dealer initially suggest that he could match that $550.00 or how did that work?
He said, “We can work it out to make it about that amount.”

Did you ever think about how he worked it out? Did he...
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R: He said, “In order for me to do it you would have to put down $7,000.00. Can you afford
to do $7,000.00?” 1 said I could put $7,000.00.

M: Got it. That’s how you negotiated. He said if you want it to be at $550.00, you need to
give me $7,000.00.

R: Yes.

M: And, you were OK with that.

R: Yes.

M: OK. Now I want you to find the interest rate on your contract.
R: Eight point nine nine (8.99%).

M: Did you have a different understanding when you bought the car or reviewed the
purchase? Or, is that what you expected?

R: That’s what | expected.
M: Did the dealer initially suggest it or did you negotiate this rate?
R: He said that was the best interest rate he could get for me based on my credit score.

M: Did you know ahead of time that, in fact, that was a good interest rate based on what you
had heard or seen elsewhere?

R: Yes. Just online. | had not actually gone to anyone else except afterward where | went to

M:  And |l said they couldn’t match that.

R: Right. They couldn’t. No.

M: Now point on the document to where your length of payment is.
R: For what?

M: Length of payment?

R: Forty-eight equal consecutive monthly payments.

M: OK. Again, is that what you expected?
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R: Yes.
M: Was that what you requested?
R: | said I didn’t want to get a long-term loan, you know 60, 72 months, something like that.

M: You told him you didn’t want 60 or 72 months, but other than that he then suggested how
many months?

R: Yes.

M: Did you at any point try to negotiate that and try to bring the number of months down?
R: No.

M: Point to the down payment on your contract.

R: Cash down payment $7,000.00.

M: OK. Did you have a different understanding about what that down payment would be?

R: No. He was the one that said in order for me to get those payments at that rate that |
would have to give him $7,000.00.

M: Did you, I don’t see it in the pile here, at any point get something called a spot delivery
agreement which is an agreement that occurs when the dealer allows a car buyer to drive
off the lot with the car on the spot when the sale and financing is technically not final.

R: If he did, he didn’t say anything about it. 1 don’t see anything in here.
M: In your original paperwork there was nothing either.
R: Odometer Disclosure, no.

M: Could you tell me if you see, on your buyer’s order, take a quick look, do you see TDI for
$8.95? Do you know what that is?

R: | remember that amount but | don’t remember what that is.

M: You don’t remember what it was for.

R: No.

M: That’s fine. | was just curious if you knew. | don’t see it listed anywhere else. Let’s see

if it’s on your service contract here. Maybe | misunderstood so let me verify this a little
bit. It says here “Trade in, net of allowance less lien payoff, $1,561.18.” Did |
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understand or misunderstand you when you told me he gave you $3,000.00 for that car,
which is close to what your wife originally paid for it?

R: That’s what | said. | can’t remember. | know we discussed the $3,000.00 and | can’t
remember now what...| think | must have been mistaken.

M: | was just curious because | remember you saying that.
R: | did say that.

M: I’m proud of myself that | remembered.

R: | did say that.

M: OK. Very good. You don’t remember a spot deliver thing.

R: No.

M: | think you told me that you didn’t get any of the additional coverages. Is that correct?
R: That’s correct.

M: So, you didn’t get any kind of maintenance agreement or any kind of extended service
contract like to pay for service?

R: No, ma’am. But, like | said, he indicated, and that was indeed the case, that it was still
under the original warranty.

M: Right. So, when you brought the car in (inaudible). That’s on your original, right?
R: Yes, ma’am.
M: Did you have to fill out a credit application there?

R: Actually, I believe I did. Yes, because I had to give my personal information. Social
Security number, income, the like.

M: You don’t have that with you do you?

R: No.

M: Did he give that back to you or you didn’t get that? Do you know?
R: | didn’t get it.

M: You said you didn’t get a tracking device, right?
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R: Right.



OVERALL EXPERIENCE

M:

Can you tell me, I’'m going to see if they have any additional questions they want me to
ask you, but in the meantime can you summarize for me overall, your sentiments about
the whole process of purchasing and financing this vehicle?

Comparing it to others in the past, it was a very good experience. He came through on
everything he said he was going to do. He gave me a really good interest rate. He made
the payments what | wanted, he didn’t extend it for a long period of time like | wanted, |
got the car, you know...the best car | ever had was, | bought an actual |JJij from the
factory in when | was living in ||l 1 was overseas. There
was a brand new and that’s when they came out with the new model. Since
then 1’ve never owned a better car until now.

You like the car that you got.

| love the car. It’s a great car. Going back to the experience compared to others, the last
one that I did was with [l and that’s the SUV that my wife drives now. I realized that
| could probably have gotten a better deal and didn’t.

For the [l you mean?
Yes.
What makes you think that?

Because | wound up not getting the car | went in there to actually want to get. | went in
there to get a || and 1 wound up with a [, which is a lower model.
But, they talked me into it because they said, “With all the things you really want, you
want everything in it, you want the GPS system built in, you want the air conditioning,
you want the leather, bla, bla, bla. We can’t do that with the [JJJJli] but we can do it with
the [l 1 really didn’t want to do that but I guess I talked myself into it or let them
talk me into getting that. So, in that respect I didn’t care that much for the experience.
The other things is that when they serviced my car...

The one you have now?

The i} Talking about comparing it... I don’t know, it just leaves a little bit to be
desired.

Do you take this car to your daughter’s friend to have it serviced? Or, do you take it...

| just take it to the [ Gz



To NG Lik- typical . they re excellent. (Inaudible)

Does he have a body shop, this guy?
Yes.

So he repairs cars?

He has a separate body shop.

One part of his business is selling used cars and the other is repairing.

He has another place that’s not far from where...it’s also in || Bli] because 1 went
there...also in h off of | N

Great. | guess they don’t have additional questions because they would have been in by
now. You’ve been great. Thank you very much. 1 really appreciated my time with you.
Thank you so much for coming in. You are free to go.

Out of jail.

Don’t forget to pick up your free gift.

// end of recording //



AUTO BUYER STUDY
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SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

So, tell me what was the most recent car you purchased and when was that?
| just purchased a || GG

Oh wow.

Yes, it’s nice. (Laughing)

What color is it?

It’s black, it’s really nice.

Nice, ok.

But I just purchased that about three or so weeks ago, about three and a half weeks ago.
Oh wow, excellent.

Yes.

Ok and where did you purchase the car?

|

Ok and tell me sort of what, if anything, you particularly enjoyed about your experience
shopping and choosing the car, and what you particularly did not enjoy overall?

| wouldn’t say | enjoyed it. The actual dealer, like dealing with the actual dealer itself
wasn’t as stressful as I thought it would be. You know walking in and picking out the
car. Well, | had already looked online prior to arriving, so | knew which car | was
interested in. So the actual, you know, dealer portion, dealing with the salesperson
wasn’t stressful at all; the financing...just horrible.

Ok, we’re going to get into the nitty-gritty of that in a little bit because I want to hear
about that. But tell me a little bit more about how you chose what kind of car you were
interested in; how you chose the particular dealer you went to.



R:  The actual car, so what happened was | rented one; they gave me a || when 1 went
to...l was out of town for the holidays. Went to go visit family and they upgraded me to
aJl. And so | had it for a whole week and liked it. And I said you know probably
my next car is going to be that. And so, which is usually how | end up with most of my
cars.

M: Oh yes? And you just happened, a couple weeks later, to be in the market for a new car?

R: Well, | already knew | was in the market for a new car. 1 just sort of pushed it off. So
this was; I’m talking about Thanksgiving of last year. So, pretty much I held it off
because | was having transmission problems with my car. So I held off as long as |
could, just basically took the plunge and pretty much knew which car | wanted as far as
trim and stuff like that. I went online and just researched online and went to the dealer
inventories online. And also used * navigator, they have an auto navigator
where it’s a bunch of dealers and you know you can sort of price the car, arrange
financing without a hit to your credit, stuff like that, so that’s how.

M:  Through [ . you say?
R I right.

M: Oh, interesting. So, you sort of test-drove the car because you rented it for a week and
that’s how you sort of knew what model and everything you wanted?

R: Exactly.

M: And then you did some homework online too, to sort of figure out which dealer had the
model of car that you wanted?

R: Right, exactly. So | found two dealers that had pretty much the same model and trim that
| was looking for. One advertised a lower price than the other, so that’s why | ended up
going to the particular dealer I did.

M: Oh, so what kind of advertising was it that you saw?

R: Well, so | would...with the auto navigator, you can pick what kind of car you’re
interested in or you can...you can either do it by what kind of car you’re interested in,
what price range you’re interested in, you know different criteria. So, of course I knew |
wanted a |l and so they pulled up all of the |l and different trim levels and
everything. And I was able to just, you know scroll through them, I like this one in this
color and this one in this color. And like I said, the particular one that | picked out, they
had it at || ] and they had it at another
was advertising it for $28,995. The other dealership was advertising it for close to
$35,000.
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Oh wow, ok and this is again through that same online search engine?
Right.
Ok.

So, of course | went to |l 1 ended up purchasing it through |, but

found out really that the other dealership...it ended up really coming close to what the
other dealership charged. So they just, they advertise it for one price, but they didn’t tell
you that it included all of this additional discounts and stuff, none of which the average
person off the street qualified for.

Interesting, so tell me how you felt about that. So that dealer kind of pulled you in
because of the price.

Yes.

They were advertising a lower price, but then it sounds like you didn’t really walk out
paying that lower price.

Right.
So how did you feel about that?

Highly disturbed. Highly disturbed and after the fact...l mean the fact is, I’m very happy
with the car. So, that sort of blunts it, but as far as like | said, as far as the financing goes,
just really left a really sour taste in my mouth. Because, even looking at the contract after
the fact, | realize how they did some of the tricks that they sort of sell. “Oh yes, we’ll
give you this,” and I realized well, you know I had a $2,000 rebate that | didn’t even
know about, that they use that to sort of lower the price, which really didn’t benefit me
because they just lowered the price to meet what | was demanding, without actually
lowering the price, you know so.

Right.

It was little tricks like that that made me upset about it. Like I said, the fact is, | feel
like...l do feel like I paid a fair price for the car, so I’m not upset. But like, | did a survey
with them after the fact and I blasted them on it. And you know they called me back and
| basically explained, when | walked through the door, I really...I was hoping for an
experience where | walked through the door, you tell me this is what the price is. If | feel
it’s a fair price, I’m not trying to walk through the door and pay rock-bottom price. If
think it’s a fair price for the car, | don’t mind paying it. But the games really...that
really destroys the experience for me. And I feel like when | walk in, | feel like I’'m
being scammed, everybody that talks to me is trying to scam me somehow. And that’s
how | feel.



You keep mentioning, we’re going to dig into it more, but you keep mentioning the
financing. So the sour taste in your mouth sounds like it was more related to the
financing part of the experience and not the actual sales rep that sold you the car?

No, the sales rep was excellent. The sales rep, like I said, | mean he didn’t have to do a
whole lot. | came in knowing about the car and knowing about, you know the features of
the car. As far as online-based price and even other people who purchased this same car,
| did research on Reddit, to find other people who’ve purchased similar cars with similar
packages, to find out what they paid. And you know discuss with them as far as their
experience.

So did other people you spoke to pay the same amount as you or less or more than you?

Pretty much around the same, maybe it was like $1,000, $2,000 difference between
where they were located.

So you ultimately feel like you paid a fair price; you just feel like the process was a little
misleading?

| do. | feel like | paid a fair price, after all of the discounts and everything were applied.
They just weren’t upfront with how they were applying them.



AGREEING TO A PRICE FOR THE CAR

M:

Ok, so let’s talk a little bit more about that, because so what you had said to me a few
minutes ago is that they advertised certain discounts.

Yes.

What were those discounts? But then you said that they weren’t available to sort of the
average person, so tell me a little bit more about those.

So the discounts and they didn’t tell me this until we got into the financing, so it wasn’t
when | was sitting with the dealer, he was like, oh, this isn’t the real price. | got through
the dealer process and we were going through financing.

You agreed on the price with the dealer and went into financing, and then this happened?
Right and financing guy was like, oh no, that’s not the real price. | thought that...he said
| thought that the dealer would’ve told you this. It was his response, “So they didn’t tell

you this?” And so he threw the responsibility back on the dealer. The dealer, you know
was apologizing, because nobody told him. And so they were, the discounts were

discount, | N discount, what else... |l discount. And
the problem I had with it was none of this was stated in their advertising.
So let me make sure | understand. So the price they advertised were including these
discounts, which would be, only apply to you if you were military or a college student,
but they were applied to the price they advertised?
Exactly.

And then you went in there and they said, well actually, since you’re not military and
you’re not a recent college graduate?

Not a first responder or police.

You don’t get these discounts?

Right, exactly.

But the dealer, the car sales rep didn’t know that either?
No.

Very interesting.

Right.



Ok, all right, so once you reached the dealership, tell me sort of how long the entire
process took from the time you arrived until the time you left, with or without...well, you
purchased the car, so when you reached a deal at some point?

About four or five hours.

Ok, so you did it in one day, four or five hours?

Right, but I had actually visited prior to that. So, this was the actual...when | walked in
this time, | had already told the dealer when I show up, | went in like maybe that Monday
or Tuesday, looked at the car. You know liked it; | didn’t really feel like | needed to test-
drive it because I’ve already test-drove one. And I told them if | come back, it’ll
probably be Thursday or Friday and if | do come back, just more than likely buy the car.
Ok, so it was really sort of a two-day process?

Right.

You went and visited, you looked at it and then you went back and you did the deal?
Right, exactly.

Ok and about four or five hours?

Right.

Ok. We’re going to revisit the issue of the discounts and the financing process in a
couple minutes, ok?

Ok.
So tell me, so I guess it sounds like the price of the car changed. So I guess talking about
initially your time with the salesman, how did you go about getting to the price of the car,

with him or her?

Well, | mean it was on the car. You know so it was advertised with the discount of, like,
it said the car is, base price, $35,000. This car is being sold for $28,995.

So you came in and that was what you saw online?

That was on the car, on the actual sticker on the car, which it actually had. And it was on
the online and on multiple sites, even on theirs, up on their actual inventory site.

So you walked in expecting to pay whatever you just said, $28,995?



Right and I know the car is based $35,000. So, if | walk in and see the $28,000, I’'m like,
ok, that’s a price I can live with.

Ok, all right and that was the final price you agreed upon with your sales rep?
Exactly.

Ok and the MSRP price was listed as $35,000?

Right.

Ok, all right. Did the dealer at any time, the sales rep indicate you could get a better price
if you agreed to certain conditions or anything?

No.

No? Ok, so how quickly was the whole $28,995, that’s great, let’s go to financing? Was
that part of the process easy, difficult, long, short?

That part was very easy. Like | say, everybody | spoke to, up until the time | got into the
finance office, was the $28,995. That, like I said, I thought that was a fair price.

So you didn’t do any more, further negotiating at that point?

No.

Ok. Did you trade in a car, a prior car when you bought this?

No, I sold the car, but I sold it to another dealer at that location.

You sold it to another dealer?

It was, like | said, the transmission was...it was a real beater; | was actually going to
donate the car. And the guy was like I’ll give you $500 for it and | was like, done, you
know I just really wanted to get rid of it, so.

But you didn’t choose to do it at that same dealer because?

The dealer just wanted to offer like $200 or $300; that was it. And the guy was willing to
do $500, so.

So you did talk to this particular dealer about trading it in and they gave you a lower cost
then?

Right.



OBTAINING FINANCING

M: Ok. So, obtaining the financing, so how did you pay for the car?

R: So when | came in, like I said, | had arranged, | got preapproved for financing through

. And that was based on the $28,995 price. When they raised the price, it
raised my interest rate also. So they ended up giving, finding a lower interest rate
through , Which is who | ended up going with. So, it wasn’t...it was like .5% or
something like lower. So | came in preapproved, but | ended up using the dealer
financing instead of the preapproved financing.

M: Ok, so you did use the dealer financing?

R: Yes, | did.

M: Ok, because I thought you just said you went with [JJi?

R: Well, I’'m saying, originally I was preapproved with [l but 1 was preapproved for...

v:

R: I'msorry, INEEEEEEE

M: Ok, I was confused. (Laughing) You were preapproved through [ Gz

R: 1 was preapproved through |l but for a lower amount.

M: Got you.

R: And when they sprung the higher amount on me, then my interest rate went up. It wasn’t
a big deal, | think it was like 1% or something, but they ended up finding a lower rate for
me through [l instead.

M: Ok, through the dealer?

R: Right.

M: Ok. So, let’s talk about this process. So how did you...fill in the blanks, how you got
from the going to financing, you’re at $28,995 and then tell me what happened from

there.

R: So then, like 1 said, he printed all of the paperwork out and I noticed...he didn’t even say
anything either, I just happened to be looking it over and then it said $33,000.

M: So he didn’t even say anything to you, he just handed you the papers and you noticed it
yourself?
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R: Yes, exactly.
M: Holy-moly, ok.

R: And really, I should know this, when | signed up for, when | originally started, signed up
for this survey, | said let me read this paperwork. | really found that the three, the
$33,000 included a $3,000, it was a $2,000 discount, plus I just put a $1,000 down. So,
really the real price is almost close to $36,000. So and | didn’t realize that at the time.
So, really, they really got over, which is...the price that | ended up buying the car for is
the price that the other dealership was advertising for.

M: Which is how much?
R: Which was like $35,500 or $36,000, something like that, so | really didn’t get...well, like

| said, | enjoy the car; I think the car is worth the money | paid for it. But, I really didn’t
get a deal on the car.

M: Right.

R: | ended up just paying...and | would’ve rather that they just advertise it for that price. If
| come in and I qualify for discounts, get the discounts and apply the discounts, but you
know.

M: Right, so tell me what happened when you were looking at the paperwork and you see
$33,000 or whatever you saw? What happened then? What did you do? What did you
say?

R: Oh, I mean | stopped. | said no, this isn’t the price that we agreed on. And he was like,
well, that’s the price of the car, that’s you know, the price, this other price that you’re
quoting includes multiple discounts, none of which you qualified for. And I said, well,
nothing in your advertising, nothing in any of the ads that 1’ve seen for this car indicate
that, because I read everything backwards and forwards. And he was like, well, if you’ve
used our site, not auto navigator or ||| | |Gz

. He said if you look at our site, you’ll see a

disclaimer at the bottom saying that. He said there should be some type of disclaimer.

So, I actually had my laptop with me, pulled the laptop out, pulled his site up and showed

him. And what it said was the price may include multiple dealer discounts. That’s all it

said, period.

M: So it was his site, so you showed him his site?
R: Right.

M: Ok and then what happened?
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And | told him basically | wasn’t going to pay $33,000 for the car. So, they went back
and forth and basically, | told them | would pay half of the difference between
$28,000...well, basically between $29,000 and $33,000. So, that was sort of how we,
well how it was left. And basically, | don’t know, like I said, they finagled the price and
at the time, that’s what I figured | was paying. | found out later, that’s not really what |
was paying, but you know.

So you thought you ultimately agreed upon a price that split the difference between
$29,000 and $33,000?

Exactly.

Did your sales rep get back involved in the process at some point? Like did you say, hey
buddy, you told me we were at $29,000, what happened? Did he?

No, it was, at this point, it was just dealing with the finance. And the finance would go
back and you know say...I don’t know if he did it or not, he’d just say, well, let me go
talk to the sales manager. And he would disappear for fifteen minutes or twenty minutes
and then come back. And then we would go back and forth about something else, and
then he’d go back again and then he’d come back. You know so whether he was actually
speaking to them, I don’t know, because they were in another building. They were under
construction at this dealership, so.

So you moved to a different building to meet with the finance and insurance people?
Exactly.

Ok and you ultimately ended up deciding on a price for your car with the finance people
and not with the sales rep?

Exactly.

Ok, all right, any other comments about the experience of not the financing part yet, but
coming to the final price of the car?

Like I said, it’s just, it was...no, I mean like I said, | pretty much knew, as far as what to
expect as far as price-wise, at the max of what the car should cost. And you know |
didn’t really have to...as far as what | thought was going to have to pay for the car before
| got to financing, | didn’t really have...I didn’t feel like | had to negotiate a whole lot,
because the price that | thought they were offering it for was fair. So, especially,
really...and the reason I felt like it was fair was because, even with such a big difference,
was because it’s a new model coming out, in the middle of this year. So the fact that...

Did you plan that on purpose, to go look for a car at the end of the year or?



R: That part, it did play into my decision. The fact that | decided to purchase this car,
knowing that a new model is coming out, also was sort of purposely, because | knew |
would get probably a better deal on the car that...it wasn’t major upgrade, but still, if it’s
an upgrade, then | feel like you know | will probably get a better deal on a car that’s
going out of style.

M: Right, ok. And so the negotiating that happened, that happened with the finance guy and
you, so tell me a little bit more about that back and forth. So he came back and said it
was $33,000 and you came back and said I’ll split the difference and that was the end of
it?

R: No, I was basically like, no, if you can’t, if we can’t come to an agreement on this price,
then I’m going home.

M: What did he say, or she?

R: He said, well; let me go talk to the sales manager. And he left, like I said, for about
fifteen minutes. Then he came back and basically was like we can’t...because it was a
premium, he was like, well; we can’t really negotiate too much on this price. And so
basically I told him, I said, well, we’re done. And | was like...basically, like I said, I
gave a long lecture on bait and switch. And the fact that you know you all are playing
games, you know. And if you can’t meet me somewhere, you know if you can’t give in
somewhat, then you don’t want to deal. Because I feel like, you know like I said, we’ve
gone through this whole process and at this point, I’d been there for three and a half

hours.
M: Right.
R: You know, so basically at that point, that’s when | was like if you can’t at least meet me,

you know halfway, then you don’t want the deal and that’s when.
M: And that’s when he or she said?
R: Right, came back; he left again and then came back and said ok.

M: Ok, all right. So talking more now specifically about the financing, so you said you
chose to ultimately finance through the dealer because the price of the car went up.

R: Yes.
M: Your interest rate went up.
R: Right.

M: Ok, so you got a lower interest rate through the dealer?
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Right.

And what other terms did you discuss with the finance representative?

So the length of the loan, they were trying to talk me into a seventy-two-month and I had
previously done a seventy-two-month and it was...by the time | finished paying for the
car, | was you know, kind of over it. Stop paying for a car that I’m not really feeling
anymore. So | told them, | said without a doubt, I really would’ve liked to do a shorter
than even sixty, but | told them I wouldn’t go...and he just really, I think for fifteen
minutes or so, he was really you know, trying to give me all of the scenarios, well you
should do a longer...I was like, no, | don’t want a longer. So that was a major thing.
And so he threw out the number first, you said?

Right.

And what length did you?

| did sixty.

You did sixty?

Right.

Ok.

It’s more than likely that’ll be paid off before that, but I just felt like that was the max
amount | wanted to do. Also, you know of course he brought up the maintenance plans

and which | did sign up for one of them. But I cancelled it the day before yesterday.

Ok, we’re going to talk about that, sort of the additional products, in just a couple of
minutes.

Right.

What else did you talk about, in terms of the terms, the monthly payment?
Monthly payment.

Did you put down a down payment?

Yes | only put $1,000 down.

Ok. Oh, I think you did mention that, ok.

| don’t know why, I just felt like, you know, why?
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Ok, what about the APR? Did you discuss the APR?

We didn’t discuss the APR. What happened was like | said, so he told me when we
factored in all of the additional costs, ended up coming out to like $6,000 more than | had
originally intended. So the interest rate went up. | want to say like a percentage and a
half or something like that. So he came back and he was like, well, [l is...1 mean
right as a matter of fact, he was doing the paperwork and he came back and he was like,
well [l just offered you a half a percentage lower than what || was
offering. He was like; do you want to take it? And | was like; sure...actually financed
my last car through [l So I was like, fine, no problem. And I ended up taking that.

Ok. Did you negotiate any of the financing terms?

No, I didn’t.

Ok, are you aware of whether or not you can negotiate those terms?

I’m not, no. No; I know that I could’ve shopped around, as far as going to like my credit
union or you know others. But I also know that, in my mind, | would’ve had to leave and
arrange all of this and then come back, which I didn’t really feel like doing.

Oh, so you put your time is sort of more important?

Right, which comes back to why | was so upset, because had I known, ok, a more
realistic expectation of what to pay, then | could’ve made these arrangements prior to

getting to the dealer.

Right, ok. But, no thought that maybe you could’ve negotiated the interest rate a little bit
more or anything like that?

No. Well, no, I’ve never actually heard that you can.

Never heard of that, ok.



ADDITIONAL PRODUCTS AND SERVICES

M:

Let’s talk a little bit more about these additional products or services that you mentioned.
What additional products or services did they try to sell you?

They tried to sell me a tire package, extended warranty, maintenance plan and something
else, I can’t even remember.

What about rustproofing?

No.

Or GAP coverage?

| did get GAP coverage, | did.

Ok, so let’s talk about what you did purchase. You purchased GAP coverage and you
said you purchased the extended.

The extended maintenance contract, so the way that the extended maintenance...kind of
again, that was something...so the way they sold me on the extended maintenance
contract was it was a lifetime, for the length of...my length of my ownership of the car.
And it included minor maintenance and oil changes. So like, you know belts and stuff
like that. And like I said, the only reason | signed up for it, because it said basically the
lifetime. 1 was like that’s reasonable. Then he sort of said it, well...this was as we were
leaving...he was like, well, the oil changes are for the first three oil changes and then
after that, you pay for the oil. No, you pay for the filter, we pay for the oil. So, it perked
my attention; I said I’ll read the paperwork when it comes. Sure enough, I read the
paperwork when it came; it was really just a one-year service plan, for a price that other
people online were paying for six and seven years. And which meant that it was really
just oil changes. So it was three oil changes at a 5,000-mile interval. And any, like he
said, any minor maintenance work or anything like that. So, you know I actually brought
this to their attention, after the fact. Everybody, oh no, it’s lifetime, it’s lifetime and
started pulling out brochures and see, it’s lifetime. 1 said, well no, it says, you know. So
| said it says, you know, this is a one-year, basically three-service-visit contract. And
they insisted no. Then I told them, well it says that | have only...I only have until, | have
thirty days to kind of cancel this contract, from the date that it starts. They said no, no,
no, that’s not true and you have a year to cancel. And | reread the contract, the entire
contract, it said thirty days and it was only good one year. So | cancelled it. And I didn’t
even contact the dealer to cancel. | actually wrote directly to the contract manager for the
contract and cancelled through them, so.

And how much did you pay at the time for that?

$1,000 to upgrade (?).
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M: And how did you come to that?

R: That was the price that was quoted to me, so this was the price for what they said was a
lifetime.

M: So he just quoted you the price of it?
R: Right, exactly.

M: And you said you got GAP coverage as well. What is that, to the best of your
knowledge?

R: That basically covers any difference between what the car is worth versus the loan on the
car, whichever.

M: Why did you choose to purchase that?

R: Because | had a previous car, | got into a car accident and it got totaled and | ended up
owing $3,000, so.

M: So you had prior experience, and again, what did that cost you?
R: It was like $800.

M: And again, was it the same, they quoted you the price or was there any negotiating on
that or?

R: No, they quoted me the price on that.
M: Ok, any other additional products or services that they offered you or that you purchased?
R: Like I said, just like the tire package and all. That was it.

M: And when did this occur in the process, when they offered you these additional products
and services? Do you remember?

R: After we got through a price and...well no, it was actually after he gave me the interest

rate through [Jilif instead of through [ . so.

M: Ok, so it was sort of at the end, towards the end of the financing process that this came
up?

R: Right.

M: Ok, anything in particular that you liked or didn’t like about being offered these
additional products and services?
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No, I just, I sort of feel that that’s part of the game. That’s how they make their money.
If they can’t make it on price, then they make it on the services and contracts and stuff
like that. Because | even did my research on that, so | am going to purchase the extended
warranty on the car. But | found out that | have three years of, was it three years, 36,000
miles or something like that, which is what the original warranty coverage is. | have, as
long as before the warranty expires, the existing warranty expires, | purchase an extended
warranty; | can purchase it from any dealer. And | found a lower price online through
another dealer in Ohio, so I’m going to get it. | just haven’t got it yet, so.

Interesting, ok.
Yes.

Do you think you were influenced, in any way, in terms of your decision-making on
purchasing some of these additional products and services by the fact that they’d already
kind of increased the price on the car? Do you think if you were still at...I guess what
I’m asking is if you were still at your $29,000 price that you thought you were going to
pay, do you think you would’ve been interested in more of these additional products and
services or not really, not relevant?

| might’ve gotten the tire package. | have a friend who has, he has an [JJfj and his tires
are super expensive, and he has it, you know he swears by it, loves it. 1 might’ve gotten
that. So definitely, yes, it...you know when | get a car that | feel like I’m getting a pretty
good price on, you know the extra stuff, kind of splurge on sometimes, you know. But
when | feel like I’m being jammed, no, I’m not buying anything. Just like I said, just like
the extended warranty, | could’ve probably negotiated an extended warranty with him,
but after going through that, | don’t want to do any more dealing. So you know, so after
research and all that, I found where to go for this. You know there are plenty of people
discussing the same thing that 1I’'m discussing. 1 went online and just ||}, you know,
the same thing | was looking for and | found plenty of people who, you know or different
forum, || and stuff like that, where people are discussing the same experience,
basically the same experience that | experienced. And same questions that I had, so.



CONTRACT AND POST-PURCHASE

M:

All right, let’s talk about the paperwork, signing the paperwork and the contract. Did you
have the opportunity to review your paperwork before you signed it?

| did. Well, it was like the paperwork sit-down and do a customary, you know, review
and nothing like stands out. But not to just sit there and read line by line, no.

Ok, so you didn’t read it through thoroughly, but you read, you sort of skimmed through
it, it sounds like?

Right.

Ok and what was particularly easy about the signing process, versus what was difficult
about the signing process?

Well, it was quick. So as he was churning them out, it was you know basically scan,
sign, churn out, scan, sight. So getting through them was quick. Like I said, the fact that
| wasn’t as thorough going through them, so I’m discovering stuff now, reading through
it, like last night I sat there and | pretty much read this service contract. And I mean the
bill of sale. And I just discovered stuff that | was like, wow; I got “got.” (Laughing) |
mean not got, but you know like I said, it wasn’t, they didn’t...they didn’t do what they
said. And I just sort of discovered how.

So what other things did you discover, in that regard?

Well, like I said, like I didn’t even realize | was getting a $2,000 [ rebate. So, they
used that $2,000 il rebate to lower the price to meet my demand of $32,000 or
$33,000, or whatever, $30,000-something.

But you’re saying you would’ve gotten that anyway?

Exactly. And so had | gotten the $31,000 car, plus this $2,000, it would’ve been
$29,000...or right, $29,000 car instead of $31,000, stuff like that, so that plus my $1,000.

The $1,000 was what?

The down payment.

Oh, the down payment, ok.

You know they used that to sort of finagle the figures, what they quoted to me as this is
your price, but really this is your price with all of these, your down payment and your

rebate. Bam, we met your price and you know?

But you didn’t discover that until after the fact though?
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R: Yes, right, exactly.

M: Now, were you reviewing your paperwork after the fact just because or were you
reviewing it because you knew?

R: Because | was coming here, right.
M: Ok.
R: So, | kept meaning to do this. It’s on me anyway. But, just because | was coming here, |

said let me just look this over and see, you know.
M: Is there anything else you discovered while you were reviewing it?

R: No, like the taxes | already knew about. | had already figured that. That’s what | say, it’s
the price of the car, plus taxes | had already figured all of that prior to going to the
dealership, but.

M: Ok. Now, you’ve sort of talked to me about this already, but I’d like to summarize it real
quick. So it sounds like you have had some additional contact with the dealer, since
purchasing the car.

R: Right.

M: Can you summarize for me what you’ve spoken to the dealer about since purchasing the
car and whether you initiated that contact or the dealer did?

R: The dealer did. And it was because [JJlij sends you a survey after the sale. And I
basically gave them a bad...well, yes, | gave them a bad review. And the bad review was
because of the financing. So, you know | basically stated in the...you know you do a
comment and in the comment I stated, you know the financing experience, well financing
portion of the sale just totally destroyed the sales experience. You know you guys pulled
a bait and switch and you know. Like I say, | would’ve appreciated knowing or just like
you know Saturn used to have this deal where, no-haggle-price, you come in and this is
the price. You know and it’s usually a reasonable price for the car, and I’d come in and
I’d pay it and go out the door. So the whole bait and switch just really stressed me out
and destroyed the experience. And | stated this in the survey and so they called me back
and was so apologetic, it was the assistant manager and the finance manager, and the
salesperson, all three of them called me separately, basically begging for me to update my
survey to give them a better rating. And one of the things...so I talked to, basically you
know | talked to them about, all of them about what...and they were like, well, you know
and because | gave the salesperson great ratings. But they said, well, you know the rating
really applies to the salesperson, it doesn’t really apply to the dealership. | was like, well,
that’s not sort of how I read the survey, but you know. I’m sure it probably bases his
bonus on or whatever he gets as far as with this overall survey rating is. So, I told them, |
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had some scratches on the car and | wasn’t really sure if it was from when | picked it up,
because it was snowing the day | picked it up, or if it was from after. And they were like,
well, we’ll detail the car for you for free and just bring it in and we’ll take care of
anything, any concerns you have. So they did and I’ve realized...| mean | didn’t revise
it, but they basically sent me a second survey, where they were like did the dealer resolve
your issues? And | gave them a good rating on that.

All right, any other additional contact that you had with the dealer, since the purchase of
the car?

No. Oh, no, just other, picked up my plates for the car and that was it.

What about any problems with the financing since the purchase of the car?

No.

No problems, ok. Was placement of a tracking device required or ever discussed?

No.

Do you know anything about these tracking devices?

| do.

What do you know about them?

| know a lot of subprime finance companies are using tracking devices and auto-shutoff
ﬁ%if,es S0 you can’t start the car if you don’t make a payment, stuff like that, so you

But you didn’t have any experience with that yourself?

No.



OVERALL UNDERSTANDING

M:

Ok, all right, let’s, if you don’t mind now, take a look at your paperwork and if they have
any additional questions about anything else we’ve discussed, I’m sure that we’ll get
another note in here. So let’s turn to your paperwork and let’s look at the retail
installment sale contract first. Ok, so sort of overall, this paperwork, now | know you
mentioned when you kind of had time to go back and read it more carefully, you noticed
a couple of things. But, summarizing for me, overall, how easy or difficult do you think
this paperwork is to sort of understand?

Overall, I mean it’s pretty easy. | mean you know when | had sat down and looked at it,
you know. It’s just a lot of information at once. So it’s kind of overwhelming. | mean
for me to sit down and take an hour, you know sit here and read, line by line. It’s pretty
easy to understand, but. But it’s just the sheer, like I said, the sheer volume of the
amount of stuff to read, you know so.

Right. Did you feel that during the experience, when they presented you with this
paperwork, did you feel like they were pressuring you or rushing you to sort of go
through and quickly, so you didn’t have the opportunity to kind of read it line by line?
Or did you think you just sort of were like; | just want to get moving, move on with it?
Do you know what | mean? Were they sort of pressuring you to just get a move on it or?

They were pressuring you to just sign it quickly. 1 mean I said he was churning these out,
it was you know.

Right.
And | just had a pile of paper like this high, going through and just initialing them.

Right, so it’s sort of like the process itself isn’t super conducive to like, ok, let me take
twenty minutes to read this.

Right and like I said, that’s part of the problem with why | really sort of should have,
would have done financing beforehand, had I known the right price. Also, part of the
problem was | really wasn’t sure...and this like I say, this was my first experience even
contemplating arranging financing before | got there. So | wasn’t sure.

So that was the first time you’d ever done that?

Well, yes, because prior to this, | really had bad credit. So, | was just happy to get a car.
You know | mean my last, the last car | had through [l 1 had like a 20% interest rate.
You know so; it was a lot different, this experience and my credit this time; | mean it was
--something. Prior to this, 1’d been right around for months and then I got
this one deal hit my credit and dropped my credit like almost 100 points. And | was
really trying, because I’ve disputed it and it’s about to come...actually | talked to...it was
through the Treasury Department and they’re going to drop it. They’re going to drop that
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on my credit, but it won’t be dropped before midsummer and | just needed a car, so. So
part of the issue, part of the thing was | needed a car, | felt like my credit wasn’t where it
should be, but it was still ok. But it wasn’t where it should be. And | was getting...ok,
credit rating, so it wasn’t, you know | mean it’s part of the interest rate itself. So I didn’t
probably negotiate as hard as | should have or could have, or you know because I just felt
like, ok, this is the first car I’ve ever bought that is a decent credit, a decent interest rate,
S0 you know.

M: Ok, all right. Thank you very much for sharing all of that with me. That’s super helpful.
So, where on this contract, show me where the monthly payment is?

R: So the monthly payment, oh.

M: Ok, this says $580.23 (?). Ok and was this the number that you reviewed at the time of
the signing?

R: Yes.
M: Ok and the dealer had, or the finance guy had filled this in for you, correct?
R: Right.

M: Ok and do you know, did the dealer initially suggest this amount to you? Did you
negotiate it at all?

R: No. Well, part. Like I said, no, I didn’t really negotiate the monthly payment. | was
more focused on the overall payment and the interest rate. | had already had an idea as
far as, because | used the credit navigator, the || Bl credit navigator. 1 mean car
navigator and | had already had an idea as far as what my payments should, you know
should be, as far as per amount, the car that I got, you know go for, so yes, that wasn’t,
that didn’t really factor in it (?).

M: Ok and what about the APR? Where is the APR on this contract? Ok and was that a
number again that you reviewed at the time of the purchase?

R: Itis. That’s what | was going to be stuck with.

M: Ok, so you were really focused on that, more so than some of the other numbers?
R: Right.

M: Ok and again, and you told me you didn’t negotiate that rate at all, right?

R: No.

M: Ok and what about the length of payments? | know we talked about this, where is that?
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R: Length of payments, number of payments, sixty.

M: Ok and again you said the dealer was pushing seventy-five on you?
R: Seventy-two.

M: Seventy-two, all right.

R: Yes, he was really, really pushing, so.

M: Ok and did you come back to him at sixty or were you even trying to get less than that or
how did you?

R: | came back at sixty. The idea is even if | pay it off early, which more than likely I will,
sixty months is the max and it’s a reasonable amount of time that you know everybody
decides...it’s not too long. But, seventy-two just, no.

M: Ok, all right and the down payment, where is that on here?

R: Oh, here you go. This is $1,000.

M: Cash (inaudible).

R: Right, it’s a manufacturer’s rebate.

M: And was that a number that you came up with?

R: The $1,000?

M: The down payment?

R: Yes, it’s something | came up with. Like I said, | could definitely pay more than that, but
the interest rate didn’t...I mean the payment didn’t fluctuate too much if I put more
down.

M: The monthly payment?
R: Right, so | just put like, you know why put more down (inaudible-mumbling)?
M: Ok, got it. So, if it had lowered your monthly payment substantially, you may’ve put

more down. What, in your mind, would be a substantial difference in a monthly
payment?



If I had put like $5,000 down, you know. | mean are you talking about as far as the
difference? | mean if it dropped it $50, $100 a month, that’s significant. But if it’s only
dropping it $10 or $15, or you know $20, that’s not.

Ok, all right. Do you know if you were given a spot delivery agreement?

Don’t know.

Do you know what that is or whether or not you received one?

You said a spot delivery?

Spot delivery.

No, don’t know.

Not sure what that is?

No.

Don’t think you have that here.

What is that?

A spot delivery agreement. They’re usually something that they give you to sign, so that
you can drive the car off the lot the same day, if the financing hasn’t been.

Oh, I did see something like that.
You did see something like that?

Well, | saw something that said...no, | saw something that said if the financing didn’t go
through, that you have to bring it back, but. Is that the same thing?

So you saw on a piece of paper that if the financing doesn’t go, you have to bring the car
back?

Yes.

Where is that?

Oh, right here. So it says that the deal was not final and.

So | believe this is, I will have to have them answer that question, because it doesn’t say.

| thought it normally is called a spot delivery agreement. | don’t see it saying that, but
ok, so you did recognize at least this?
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R: Right.
M: Ok, all right.

R: And I’ve heard the war stories of people who, you know drive off the lot and then they
find out their financing didn’t go through and had to bring it back in.

M: Ok. So where does it talk about, show me where it talks about some of those additional
products and services that you purchased?

R: Right here. So, these are a listing of products that was offered that | didn’t purchase.
M: That you did or did not purchase?

R: Did not.

M: These ones, products not selected. Ok, vehicle service agreement.

R: So those are all of ...

M: Ok, are there any that...you did purchase?

R: The maintenance.

M: The maintenance, is that on here?

R: Products selected, yes.

M: The auto protection?

R: Right.

M: Ok. Let me see here. You said you didn’t do rustproofing, that wasn’t even listed there?
R: No.

M: What about antitheft, any sort of antitheft device?

R: That’s part of it (?).

M: Ok.

R: Oh, I think it actually came with alarm system. It’s supposed to be like an enhanced
alarm system, like whatever, but.
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Ok.

So | did get that.

Ok, what about the credit application? Do you have the credit application here or no?
No, because | don’t even think | have a copy even, of the actual application.

Ok, so we want to look at this for a second. Do you know what this form is and what it’s
telling us here?

So this is the maintenance program that they basically said was a lifetime program. Oh,
this thing. But see, when | researched it, it said lifetime.

So this is the extended maintenance program?

Right and it says lifetime on there. But the contract that they sent me said one year.
Ok, so where does that say lifetime on here?

| see a little blurb at the bottom.

Ok, protection for lifetime, so it says it here, but when you got the full contract?

When | got the contract, it just said one-year...like | said, basically like three services,
because it’s 5,000...it was a one-year, 15,000-mile contract.

So who gave you, when did you get this form and who gave this to you?
| got this when | actually did all of the...the finance manager.

Ok, so you got this from the finance department?

Right, but.

And you received the contract from ||l 1ater on?

Right.

How much later?

Oh, about a week or two.

Ok.



And like I said, but the part of the issue is; one, nobody ever really explained, first of all,
what they covered. So, when | went online and researched it, it basically covered oil
changes. And three oil changes, even at $50 an oil change is only $150. And the other
thing was...I just didn’t trust them. | really didn’t trust them. | didn’t trust anything that
they said, so when they came back and said lifetime.

Is that because of what happened with the price or just in general, you don’t trust them?

Just because of what happened with the price. So, when | feel like you’ve already, you
know, screwed me once, | don’t really believe anything you say. So when they came
back and kept insisting that it was lifetime, the guy was like, well you need to call me
back. 1 called (inaudible) finance manager and he got real defensive and was like, oh no,
no, no. And I never called him back. I called the 800-number for the...

For the | EEGEGEGIN°

Right, as matter of fact, this is the contract. I’ll actually give you that.
Ok.

So this was the customer agreement that the ||l sent me.
Where it said it only covered three months?

Right, so it said plan agreement, agreement expired, expiration, mileage was 15,000 and
the expiration date is h And it doesn’t say anything about lifetime.

Right.

So, regardless if it is lifetime, | don’t have any proof, paperwork to prove that it’s
lifetime. So, | wrote them and | cancelled it after that.

Right and so it does say agreement expiration date, [l 1t doesn’t say lifetime; very
interesting.

Right.

Ok. Let’s look at some of the guarantee (inaudible-mumbling). Ok, what about this
form? What is this form about and when did you receive it?

This is the GAP plan and I got this when | was signing the finance paperwork.
Ok.

So, that’s pretty much what I expected.
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It’s what you expected?

Right.

Ok, is this easy or difficult to understand, do you think, this form?

Easy, you know I just wanted to know how much I’'m paying, you know, who to contact.

All right, so I think | was asking you about the credit application. You don’t think you
have, you didn’t fill that out?

| didn’t.

Because you already had your...?

No, I did fill out the credit application. | didn’t get a copy of it though.

Ok, did you fill it out or did the dealer fill it out?

No, | filled it out. So, basically, he knew | came in with the preapproval of the |}
And they said it on the JJJlf website that when you get to the dealer, you’re going to
have to verify everything that you put on their site for preapproval. That you’re going to

have to fill out an application and stuff, | was expecting that.

Ok, all right. Now I know we talked about the tracking device, but there was no sort of
agreement or anything that you had to review or that you were given on that?

No.



DISCUSSION OF OTHER DOCUMENTS OR OTHER POINTS/FALSE CLOSE

M:

Ok, great. Ok and for the next couple of minutes, if there are any additional questions,
they’ll bring in a note. But I’d like to just now take a few minutes to summarize some of
the things we’ve talked about. So, is there anything else about the documents that you
were given that we haven’t discussed today that you would like to point out, anything
positive or negative, or anything particularly difficult to understand about the paperwork
that you were given?

No, like I said, the only thing that probably was difficult for me was, that’s after the fact,
was the sales contract which I discovered (inaudible) after the fact. And the maintenance
plan, which you know I would just share frustration with them, I just cancelled, so that.

Ok, where did you discover the rebate situation? Is that on that?

That was, well it’s on the contract, so it is, it does say manufacturer’s rebate. And there
was like something else too. | think that was where I first saw it, on there. And like I
said, | didn’t even know, nobody ever mentioned. You know the funny part was after the
fact, | saw somebody else mention online that they were running a rebate program. And |
was like, well, I got my car around this time, why didn’t | get it? And I did, I just didn’t
realize it.



OVERALL EXPERIENCE

M:

Interesting, ok, all right. So, any final views on your overall experience of both
purchasing and financing your car?

Like I said, my next car I’m going to arrange financing beforehand.
So will you ever again use dealer financing?
No. No, not unless I have to.

But the financing, let me just play devil’s advocate for just a second, because the
financing, that actual financing, the APR, monthly payments and the length of the
payments, that in and of itself wasn’t the problem, per se?

It wasn’t the problem, but what happens is the perception, my perception is the dealer is
getting something from this. Whether he gives me, just like he was fighting for me for a
longer term, in my head | was thinking he must be getting something for me taking this
longer term. You know? | don’t know, | don’t really know how it works, but that’s my
perception. So, it makes the whole, even if | just walked through the door and got, you
know, 1.9% or something like that, I still, in my mind, would think the dealer is getting
something. Or he’s trying to.

So regardless of the experience you had with him, ultimately baiting and switching you
on the price, you still have this skepticism that the financing through the dealer is they’re
getting something, right?

Right, I mean I just feel like somehow, just like, you know not my experience but other
people I know, you know they’ve arranged for financing, got there and the dealer either,
you know arranged the price so my next car I’m going to use, I’'m a [l member, I’'m
going to use price, whatever, you know they were going to find you the best
price. 1’1l use my credit union or my bank to get my next financing. You know I’ll have
all of this in line before | get there and if they don’t meet it, then I’m out the door. But,
you know other people I know, they’ve gone and had all of it done, everything that I just
said, you know had financing or they had price in order and they get there and the dealer
tried to backtrack and you know finagle things like the service contracts and stuff like
that. Because, that’s the way they make their money, so you know.

Right, so did you contemplate walking away when this all happened?
| did, but.
And then, what ultimately made you decide to stay and finish the deal?

Because | needed a car. | could have walked away. My car was still in running order,
just was in bad shape. But, I sort of felt like 1’ve waited this long, make the splurge, even

I - 17772+ 29



at the worst case scenario, | could still live with the price and the payment. So, I went
ahead with it.

The monthly payment was within your budget?

Right, yes.

So next time you think you’re going to go through [l and get the |l price?

Oh yes, I’'m going through il ”m going through my credit union for the financing.
And also I’m not going to wait so long to buy another car. So, | waited nine years, nine
and a half years to buy this car. 1 mean you know so; my last car was on its last leg.

When | buy my next car it won’t be in such dire straits.

Right, so you felt a little bit pressured too because your car, you were having problems
with the existing car?

Right, exactly.

Ok, all right, any other comments about the process? That was really helpful, what you
would do differently the next time, anything else to add to that?

No. Like I said, I did have a very clear understanding of what to; you know what | would
do differently next time.

Right, well it sounds like this was, although some of it was a negative experience, sounds
like it was a pretty good learning experience t00?

Oh, absolutely, yes, that’s right.



CONCLUSION/FINAL COMMENTS

M: Well, you have been so helpful, such a fantastic respondent. Thank you for bearing with
my half a voice, | really appreciate it.

R: No, no problem.

M: You’ve been fantastic, so I’m going to show you the way out and you can collect your
gift and get on with the rest of your day, ok?

R: | really appreciate it.

M: Thank you so much.

// end of recording //



AUTO BUYER STUDY

180267 -

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

So the very first thing | need you to do is just state your first name only.
Okay. My name is | I

Okay, . ' love that name, by the way.

Thank you.

What is the most recent car that you purchased?

The car that I currently have.

And what is it?

Itisa... Ohmy god, whatisit? It is || G
okay. NG
Uh-huh. |

B Oh. Okay. I'm glad you corrected that. And when did you purchase it?

1t was [ N

Okay. Very good. Can you tell me what, if anything, you liked about the experience you
had when you were shopping and choosing a car? What were the best parts about it?

The best part about it was it was quicker than | thought it was going to be. Because last
time | bought a car, | was in there for the entire day. But this time, | was in there for
probably like two hours, like two or three hours, which is good for a car dealership.
Uh-huh.

So | liked that it was pretty quick.

Okay. And can you tell me what, if anything, you didn’t like about the experience you
had shopping and choosing a car?
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R:

M:

Well, I already knew that | wanted || ||| | | EEEEEllll. And | had been looking online.
But I went. When | went into the dealership, it was like spontaneous. Like they didn’t
know | was coming. | didn’t have an appointment. So when | walked in, I didn’t like
that no one greeted. 1 didn’t like that when I did talk to a person, he didn’t sit down and
talk to me. He was kind of like standing up, hovering over me. Like, okay, fill this out.
And then he went back to his manager. And | was like, this is not how you make a sale.
Because | was like this close to saying I'm just going to leave because | don’t like the
vibes that I'm getting here. So that was a turnoff for me. But | ended up just staying.

And you said you knew you wanted a ||| | | | j BBl 7!l me about that. How did you
know you wanted that car? What sort of prompted you or motivated you to look at that
car versus the many others that are out there?

, but it was an older version. It was a :
, which I loved my i} And my
was newish when | bought it. And then when | was looking for

new cars, | was thinking I'm either going to get an ora , because those
were the two cars | had. | liked them. But | ended up going with the

My first car was actually a
And then my second car was a

Uh-huh. And what made you choose the ||l over the |l
They're cuter.

They're cuter.

(Laughter)

M:

R:

So it was more fashiony, kind of personal choicey.

I 100k very standard. Like they are really good cars. But they just look so
standard. And the [l like 1 noticed like the 2015s, they were cute. But the 2016,
like as they got even newer, they were getting even cuter. So | was like, I'm going to get
an

Okay. Great. What influenced your decision on what car to buy and who to buy it from?
So as far as why | went to the [l they're like the dealership that’s in the area, like

the [l So 1 was thinking if | want to go get a W goto a || G

dealership. I'm not going to go to some random place, like or something like
that. So that’s why I chose to go to them.

And where is that dealership?
|

Oh okay. Okay. And did you see any ads for the car that influenced you in any way?
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R: No.

M: No. Okay. Once you reached the dealership, oh you answered this, how long did the
entire process take? You think it took like 2%%-3 hours?

R: Yeah. It was like two or three hours.

M:  And did you actually drive off with the car that day? Or did you have to come back?
R: No. | drove off that day.

M: You did. Okay. So it was only one visit to the dealership and you had your car.

R: Right.

M: Okay.



AGREEING TO A PRICE FOR THE CAR

M:

R:

How did you end up getting a price for your car?

Do you know what? | probably should have went with someone, like my father. When
he found out | bought a car, he was like who did you go with? | was like, I went alone.
He was like, oh, how much did you pay? So pricing, | pretty much was just like I know |
don’t have good credit. | have this much to put down. What can you do for me?

Uh-huh.

And that was it.

Uh-huh. Okay. So how much did you have to put down on the car?
| put down $2000.

Okay. So you walked in you said I have $2000 to put down on the car. And what can
you do for me?

Right. Exactly. Exactly.

Okay. So let’s talk about that, just like we talked about the shopping experience. Tell me
about the actual agreeing to the price for the car experience. What did you like about
that? What didn’t you like about that process?

Well | knew because | don’t have good credit that | wasn’t going to be able to be too
demanding. But | at least knew that I'm not going to give more than $2000. So if this
isn't going to cover it, then okay, never mind. I’ll come back another day.

Okay.

But as far as like the payments | was going to make, I knew they were going to be high.
There was nothing | could really do about it. So I was like | don’t want to pay more than
$400 a month. And so he was like, okay. So he went back. And I guess he was talking
to the financing companies. And then he came to me. And he was like, | can do $450.
That’s the cheapest we can go. And | was like, whatever. Fine. | knew it wasn’t going
to get any lower than that because I have bad credit.

Uh-huh. Okay. So did you ask for anything specific? When you think of the terms of
the car, you said | have $2000, I don’t want to spend more than $400, but he convinced
you to spend $450.

Uh-huh.



Were there any other terms or any other things that you talked about relative to buying
the car, in terms of pricing the car?

Not really. Like he pretty much just told me this is the financing company that we found
that was willing to work with you. And this is what they want you to put down. He did
try to convince me to put down $2500. And I was like, no. So eventually, we just settled
on the $2000. And he was like, the $450 is as low as we can go, unless you can put down
more. And I'm like, I’m not putting down more. So I’ll just deal with the $450.

And did you talk about the length of the loan?

We did talk about the length of the loan. It was like, how much was it? | think it was [Jjj
months. | think that was like the best one, though. I think the others were like... No.
The other ones were shorter term, but the payments would have been more.

Uh-huh.

So, | settled for that one.

Okay. All right. And he didn’t recommend 72 months to you?

Oh wait. Or do | have 72 months?

| don’t know. You tell me.

| really don’t remember.

Okay. Well, we’ll look at your retail sales contract and see.

Maybe it’s 72. | might have to look at that?

Yeah. I’ll have you look at it. Let’s see.

| think it’s on this page.

I'm looking for it. Oh wait. Here itis. | can lend it to you, lend it back to you.

Okay. Let’ssee. Ohyou're right. It’s 72. | found it.

Show me where it is.

Right on this long paper.

Oh yeah. There go you. Very good. So it’s 72.



R: So 72 is what it was. So if | would have gotten like 60 or shorter, the payments would
have been... They weren’t a huge difference, but they would have been more.

M: Okay.

R: And | didn’t want to pay more than $450. So | was like okay. In my mind, | was
thinking 1I’m not going to have this loan for the whole term. I'm going to try and
refinance in a year or so.

M: Really?

R: That’s my plan. I'm going to try to refinance with my credit union after | work on fixing
my credit over the next year or so.

M: Uh-huh. Okay.

R: So I was like, I’ll settle for this right now.

M: So we’ll talk about the refinancing in the few minutes. Okay?

R: Okay.

M: Don’t forget that, because | want you to give me some feedback on that. Okay?
R: Sure.

M: Okay. All right. So, what was the original price of the car you were quoted, that you
agreed to pay for the car. Do you remember?

R: | don’t remember. | want to say it was like $22,000.

M: Did you do any research about what these cars should cost?

R: A little bit.

M: And when you say a little bit, what did you do?

R: Like when | was looking at the cars online, | was seeing how much everybody was
charging for it, like how much they were saying it costs. And it was all around, for the
. hey were pretty much all around $20,000.

M:  You mean for |||}

R: Yeah.

M: They were all around $20,000. Is that what you're saying?
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Yes.

Okay. So you were expecting that that’s what you would pay, somewhere around
$20,000.

Right. Well not including like, because you know, when you get the loan it’s actually
way more that you're paying.

Because of the interest you mean?

Exactly. Because of the interest.

Okay.

But before all the interest and stuff, it was about $20,000.

Okay. All right. And that was okay with you? You thought that that was what you
should be paying for the car?

Yeah.

Okay.

| was pretty satisfied with that.

Okay. So we’ll talk a little more about what you ended up paying.
Okay.

All right. Did the dealer indicate you could get a better price if you agreed to certain
conditions?

No.
Okay. Did you trade in a prior car when you bought this one?

No

Oh. Okay. All right.



OBTAINING FINANCING

M:

R:

So, how did you pay for your car? | heard you say you put $2000 down.
Yes I did. | put down $2000.

And then what did you do for the rest?

The rest was financed through | G

Okay. So that’s the name of the company that agreed to finance your car?
Uh-huh.

Okay.

I

Did you know anything about them?

Never heard of them.

Okay. Are you still playing them, | Jll|> 1s that who you make your...?
That’s who | make my payments, yes.

Okay. And has does...? What was your monthly payment? You said it was about $450?
$450.

Okay.

$449.

Yeah. Okay. And have you paid the $449, around that, have you paid that since the
beginning?

| haven't paid it yet.

Okay. You haven't.

So my first payment is actually coming up next week.
Okay. So that will be the first time.

Yes.



Okay. Okay. Tell me a little bit about your financing experience. You went in. You
talked to a sales rep. You said it was not that awesome. Right?

Right.

Okay.

He didn’t really sit down and talk to me. He kind of was just going back like I guess to
find financing. And then he’d come in and talk to be a little bit. Like, did you fill this
out? Oh okay. I'm talking to some people right now. Like it really wasn’t like a good
experience. But | was just like, | just want to get a car today and be done with it. So |
was kind of like, whatever. Let’s just get it started.

Okay. So tell me what happened when it got to the point where you had to do the
financing for it. Did you do it in the same place you did the deal for the car? Did you go
somewhere else to do the financing?

No. | moved to another table. But we were still right there.

Okay. So you moved to another table.

Uh-huh.

And was that in like a private financing office?

No. Everything was just out... Like everything was out in the open. It was like... It
was almost like cubicles.

Right.

But it was car dealership-type of cubicles.

Right. But was it with a different person?

It actually was with a different person. Yes.

Okay.

So the guy that | was originally talking to, he I guess traded me off to his manager, which
the manager was a little bit better. He still didn’t really sit down and talk to me either.
But yeah. So when I started talking to the manager, he was the one who told me about

the $450 that | would be paying every month and the 72 months. He was the one who
had given me details. That other guy was gone. But it was still right there.



Okay. And so did, I guess ultimately I'm going to ask this, did it matter to you actually
what you ended up paying for the car? Or did it not really matter to you, as long as you
have your monthly payments, which you agreed to go up to $450 and you agreed to 72
months? Did it matter to you what you ended up paying for the car, whether it was
$20,000, $25,000, $30,000, or whatever?

Yeah. It mattered to me because when | looked at what | would end up paying with all
the interest and stuff, | was like this car is not worth that, in my mind. So it mattered to
me. | didn’t like it. But I knew that the situation that I was in, I didn’t really have a lot
options. Otherwise, | was just going to take my $2000 and go buy a bucket. You know?
Uh-huh.

So in my mind, | was thinking like this is way too much for this car because by the time
72 months goes by, that car is not going to be worth anywhere near this. But in my mind,
| was like I'm just going to have to make sure that | do whatever | have to do so that | can
refinance, so that I'm not stuck with this particular loan for 72 months.

So, what was the interest rate that you...?

It was like 19, point something.

Nineteen point something?

Uh-huh.

Okay. And you shopped around at other places to see?

No.

No?

No. That was my first and last stop.

Okay. And did you do any research to find out whether that was a reasonable interest
rate that you had to pay, given your credit rating?

| didn’t do research, but I pretty much based it off of my past experience buying cars.
Uh-huh.

Because when | had bought my previous car before that, my credit was even worse. And
my interest was like 25%. No. That’s not right. It was like 23%. So | was like, it’s

going to be high like that.

Right.
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R: So I knew | could get it here or I could get there. It’s going to still be 19-20-23%. It’s
not going to get much better.

M: Okay. So if you couple in the fact that you pay $450 a month and you have an interest
rate of 19-some-odd percent, what did you end ultimately end up paying for the car?

R: Like over the course of the 72 months?
M: Yeah.
R: | want to say it’s like $36,000.

M: Okay. We’ll talk about that. Okay. So let’s see what else. When you talk about the
refinancing of the vehicle, because you mentioned that a couple of times, is that
something that the dealership, the finance guy at the dealership mentioned to you?

R: No.

M: Or that’s just something you thought of.

R: Yeah. He didn’t even know about that. | was like, that's my business. Once I leave here,
| have nothing have nothing to do with you.

M: Okay. Got it. And do you know that in fact that’s something you could do?

R: Yeah. Yeah. I've been a part of this credit union for a couple of years. And so when |
got my car, | went to talk to them about it. 1 was like this is what I'm paying right now. |
want to try and, you know, over the course of a year. Come back in a year and see if |
can refinance. They took a look at my credit. And they were saying you need to get all
of these negative items off. You need to bring your credit score up to here. You need to
make sure you continue to make your payments on time. And then come back and talk to
us and then I'm sure we could work with you from there.

M: Uh-huh.

R: So, that is ultimately the goal.

M: But they said that they could refinance it for you, if you met all those goals.

R: Exactly. Exactly.

M: Okay. And did you have this discussion with them after you purchased the car?

R: After | purchased the car.

I 150267
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M: Okay.

R: Because | did try to get financing through the credit union. They denied it.

M: Okay. And that’s where you would go to refinance.

R: Exactly.

M: Okay. And would your goal be to keep the car that you have or trade the car in?
R: No. I’ll keep it. I’ll keep it. I just don’t want to pay $36,000 for it.

M: Yeah. Okay.
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ADDITIONAL PRODUCTS AND SERVICES

M: Did the dealer offer you any additional products or services to purchase when you were
buying your car? Like when you were talking to either your sales rep or the finance
person, did they try to offer you additional products and services?

R: Like any add-ons to the car?

M: Not so much the add-ons to the car, but like an extended service contract or a something
like that.

R: No.

M: No? No maintenance agreement, nothing like that?

R: No.

M: No.

R: They were pretty like, | don’t know if it was because it was Saturday and they didn’t
want to be there. It was late. 1 don’t know. But they were pretty much like, we just want
to get you out of here.

M: Hmm. Okay. All right. So you didn’t buy anything additional, right?

R: No.

M: Okay. We’ll talk about that, too, in a little bit when we look at your contract.

R: Okay.

M: So there was no discussion of those add-ons and no discussion of what they might cost or
anything like that.

R: No.

M: They didn’t mention rustproofing or anything.

R: Not to me. Who knows what I signed?

(Laughter)

M: Okay.
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CONTRACT AND POST-PURCHASE

M:

R:

All right, the contract and post-purchase. Let’s talk about that a little bit.

Okay.

Did you have an opportunity to review the paperwork before signing it?

Not really. It was like I went into this room to talk to the lady who actually was the
woman who took my down payment. And then it was just like, here we go. And we chit-
chatting. We were talking about our zodiac signs because we are both into that. And
then it was like okay, sign here. Sign here. Like it was really no discussion. | was kind
of like looking at it a little bit. | was like, okay, insurance? Okay. You know what |
mean? It was like really reading it, honestly.

Okay. That’s fair enough. Tell me about that process, what you liked and didn’t like
about the process of having to sign all that paperwork, to seal the deal, so to speak.

It was kind of like this is a lot of stuff that I'm agreeing to. What is this? This is a lot.
But also in my mind, | was just like | want to go. Whatever. Sign. Sign. Sign.

Uh-huh. Okay. All right. Have you contacted your dealer since purchasing the car?
No.

Okay. Did the dealer contact you since you purchased the car?

One of the guys who, he said he met me. | don’t remember who he is. But he was just
calling to see how everything was going with the car. That was the only time | heard
from anybody.

Okay. Okay. Have you had to bring the car in for any reason since you purchased it?
No.

Okay. Was placement of a tracking device discussed with you or required?

No. It wasn’t discussed with me.

Okay. Do you know if you have a tracking device?

No.

Okay. So nobody said anything to you that they're putting a tracking device on your car.

No. No one said that.

I 150267
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M: Okay. And there’s nothing that... You've never been in a situation where the car won’t
start or anything like that.

R: No.
M: Okay. Well you haven't made a payment yet.
R: Right. Exactly.

M: All right.
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OVERALL UNDERSTANDING

M:

R:

Okay. So now, let’s go over some of this paperwork so we can talk about it.
Okay.

All right. The first thing is let’s look at this. What would you say this document is?
Take a look at it.

Okay. It says it’s the retail installment sale contract.

Okay.

So basically, I mean basically, it looks like it’s just telling me what the percentage rate is,
how much the car, so the finance charge, how much was financed, and then like the total,
how much I'm paying every month. And then when my payments starts. And the length
of the term.

Uh-huh. Okay. So let’s break that down a little bit. Okay?

Okay.

So looking at the information on this page, can you find and point to the monthly
payment that you make?

Sure. It’s here.

Okay. And out loud, it is?

It is right here.

Yeah. Say it out loud.

Just that it’s here?

Yeah.

Okay. Yeah.

| mean what it is.

Sorry. This is the monthly payment.
Yeah. And it’s for...?

It’s $449.84.
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Okay. And did you have a different understanding when you bought the car of what it
would be? Or did you review this at the purchase and agree to the amount that’s there?

Yeah. | reviewed it and | agreed.

Okay. And can you tell me did the dealer initially suggest that particular payment or did
you negotiate that?

It wasn’t much of a negotiation.
Okay.

| was like, | want $400. He was like, we can’t do $400. We can do $450. | was like,
fine.

Okay. All right. What, if anything, was easy to understand about this document or what,
if anything, was difficult to understand about it?

I mean from what | looked at and what | read through, which was basically like the
basics. | wanted to know how much I was paying, how long, stuff like that. That was
pretty understandable.

Okay. Find and point to the APR or the interest rate.

Okay. That is here. And it’s 19.74%.

Okay. And so my question here is the same. Did you have that understanding or a
different understanding about what you would be paying with regard to interest on this
car?

Yes. | understood it.

Okay. And did you look at that number before you signed your contract?

Yes.

Okay. Did the dealer initially suggest this number? Or did you negotiate this number?

That number wasn’t negotiated or even spoken about. We had no discussion about the
percentage rate.

Was it your understanding that you could negotiate it if you wanted to or no?

No.



M: No?

R: | didn’t understand that.
M: Okay.
R: No one ever made me feel like that was a possibility.

M: Okay. All right. Now show me where the length of the payments is.
R: Okay. That is here. And that’s 72 months.

M: Okay. And again, did the dealer initially suggest it? Or did you negotiate the number of
months?

R: It wasn’t really suggested or negotiated. It was kind of like if you want to pay this much
every month, then this is how long it’s going to be for. And it was like, okay. | was
looking at the number. Because he gave me another piece of paper. | wish | would have
brought.

M: What was the other piece of paper?

R: It was like it said if you put down this much, for this amount a month, this is what your
payment is going to be. And it kind of did a breakdown like that. If you put down $3000
for 72 months, you're going to pay... And it wasn’t even like a big different. You're
going to pay $420. | was like, a whole $1000 for my payment to be like $30 less a
month? No. But I guess over time, that would be kind of worth it. But at that moment, |
was thinking, $1000? I'm not giving you another $1000.

M: Okay. And point to the down payment.

R: Okay. Is that on here? Hmm. Okay. It says here that the total cost of your purchase on
credit, including your own down payment is $4500, which is not what I paid.

M: Wait. Say that again.

R: It says your total cost of your purchase on credit, including your down payment, your
down payment of $4500, which is not accurate.

M: It’s not accurate?
R: No. I did not put down $4500. Definitely not. I didn’t have $4500.
M: Uh-huh.

R: | put down $2000. So I'm not sure what that is. Yeah. | don’t know what that is.
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Uh-huh.

But I did have another piece of paper that | don’t have with me that | sent, not sent to you
guys. But you asked me to upload something.

Yeah.

| uploaded that one. And I could not find it, because | had uploaded it when | was at
work. And it’s probably somewhere on my desk. But that had the down payment of
$2000 on it.

Uh-huh. Could you look for it for me?

Of course.

And I’ll give you my business card and you can email it to me. | would really appreciate
it if you would do that.

Of course. Yes.
Okay?

Yes. That definitely said $2000. This $4500 is confusing because it says that it’s
including the purchase on credit. Like what does that mean?

Uh-huh.

I'm not sure what that one is.

All right. Let me ask you this. Did I ask you this at the beginning? Did you get
something called a “spot delivery agreement,” where it’s a document that basically says
that you can take the car off the lot without in fact the deal being final, without the
financing being final?

| do not recall seeing that. What is called, a spot agreement?

A spot delivery agreement.

Spot delivery agreement. No.

Oh here it is.

Oh you see it.

| seeit.

I 150267 19



Okay.

Tell me about this document. Take a quick look.

Okay. Let’s see. Agreement for vehicle spot delivery.

Do you remember that document, discussing it at all?

We definitely did not discuss it.

Okay.

But I signed it. This was like a part of the whole stack where it was just kind of like, sign
here, okay, sign here, okay, and sign here. So this, | probably did see that it said delivery.
And | didn’t pay any attention because | was driving it off the lot.

Uh-huh.

So, you don’t have to deliver it to me.

Uh-huh.

But no. We didn’t discuss this one.

Okay. So basically, that was one of the ones that you were just signing as you went
along.

Exactly.

He said, here, sign this.

Yeah. And | was just kind of like looking at the title.

Uh-huh. Okay. And so taking a look at that, can you tell me what you think it is?

Let’s see. (Mumbling, reading to herself). | mean it doesn’t really say much because
everything is empty as far as like the dollar amounts.

Uh-huh.
I'm not really sure what this is about.
So the blanks that are on there, those blanks were there when you signed the agreement.

Right.



M: Okay. Okay. You can give that back to me. Thank you very much. | appreciate it.
R: No problem.

M: Okay. So they don’t even fill this in, the sum of this, or a single payment of this. None
of those numbers are in here.

R: Right. So I mean did | just sign a blank paper?

M: It looks like it. Okay. All right. So this is interesting. | want you to take a look at the...
Do you have the retail sales contract?

R: Uh-huh.
M: Okay. Let’s turn the page for a minute. Let’s see.
R: This one?

M: Uh-huh. I'm going to ask you some questions about something that’s on here. Huh. It’s
not on here. Let’s see.

R: Maybe it’s in here.
M: So take a look at this for a minute.
R: Okay.

M: So there's something here called an “optional guaranteed asset protection.” You signed
that. Tell me what you think that is.

R: Is this for like...? Gap charge. | want to say gap is like if you, god | knew what this was,
because my insurance asked about it, too.

M: What do you mean your insurance asked about it?
R: They were saying did | want to have gap coverage.
M: Okay. So they recommended that you have it.

R: Yeah. But I think it was like the dealership had already had something about gap. |
didn’t understand completely what gap meant though.

M: Okay. So did you pay for this insurance? Do you know? This gap insurance or gap
coverage, whatever it’s called.
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| think I paid for it with the car and not with my insurance.

So you mean it was added to the price of the car?

Yeah.

Okay. Is there anywhere on there where it says what it cost you?
Let me see. Is it this $900? Yeah. I think it’s the $900.

Okay.

| believe so.

And other than that one piece of paper that you have at home or that you have at your
office that you didn’t send in, was there any other documentation that you received?

No. That was it.

That’s it.

That was the one.

Okay. Because like you, I'm interested in understanding where that $4500 came from.
Right. Yeah.

Because | don’t see anything detailed in terms of the... You know on your retails sales
contract, there isn't even a notification that you paid $900-something dollars.

For the gap.

For the gap. Yeah. It’s not listed. So I'm just curious as to what else, if anything, wasn’t
listed. Okay. Anything else you can share with me about any of...? That was one of the
things | was asking you about in terms of the additional coverage for service.

Oh okay. So the gap.

Gap is one that they can...

Just slide in there.

Yeah. | mean they can talk to you about it or not. And did they talk to you about the
gap coverage? Do you recall?
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We did have a conversation about the gap coverage. | just can’t remember what it was.
But | felt like when they told me something about it, | was like oh yeah | should probably
have that.

Okay. And you also said that your insurance company had talked to you about that?
Yeah.

When did they talk to you about it, before or after you bought the car?

While | was in the process. Like when they were like finishing the paperwork, | was on
the phone with the insurance.

Oh really?

Yeah. And they were like, do you have, | want to say they asked me about gap coverage.
Oh they did ask me about gap coverage. And | was like, oh yeah. The dealership said
that they were going to have that in there.

Uh-huh.

And so | assumed that was something that | would need.

Uh-huh. Okay. Is your understanding of the amount of money, you said something like
$36,800 or something like that?

Yeah.
Is what you ended up paying for the car. Is that correct?
Yes. | do believe that’s what | said. Hmm. Yeah. So yeah. Do you see the $36,880?

Yes. | see that. And do you know what constitutes that? In other words, how that adds
up to $36,000?

| want to say because of the 19%, the 19% interest over 72 months.
Okay. So you don’t think that it involves any other...?
Oh the gap? It could.

Okay. Okay. All right.
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OVERALL EXPERIENCE

M: So we’re going to... I'm going to see if my team has any other questions for you. But in
the meantime, what 1’d love for you to do is summarize for me your final views on the
overall experience of purchasing and financing your car.

R: | hate buying cars.

(Laughter)

R: | hope this one lasts forever.

M: Okay.

R: Forever

M: Uh-huh. Okay. All right. And I'm going to give you... Here’s my email.

R: Okay.

M: I would really be most grateful to you if you could get that other document and send it to
us.

R: Definitely. 1 know it’s at work. | just need to find it in my piles of paper.

M: Okay. And I'm the president of the company here. So if you send me that document and
you can if you want to, | probably would feel better about it if it were okay with you if
you make a Xerox copy of that paper. And then black-out your name or any other
personal information, like if there's a Social Security number on it or anything like that.
There probably isn't. But just your full name. Just black it out.

R: Okay.

M: Okay? And that way I don’t have any personal information. Like if it has your address
on it or anything like that.

R: Okay.

M: Okay?

R: Definitely.

M: And thisis... If you do that, | would really appreciate it.

R: Definitely.
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M: Okay. Thank you so much for coming in. It’s been a real pleasure to work with you.

R: Thank you.

M: And other than that one document, you didn’t get anything else, right?

R: That was it. Yeah.

M: Okay. That’s good. Okay. We’re ready to go. Let me show you where to go and you
can get your gift. It can go towards making your first payment on your car.

R: | know. Right?

(Laughter)

// end of recording //
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AUTO BUYER STUDY

201240 .

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

If you could state your first name only for the record.
Il What’s the most recent car that you purchased?

It was a [

When did that occur?

| want to say || G

What did you like, if anything, about your experience shopping for it and choosing a car?

What I liked was the end result in getting a new car. | liked test driving different models,
different makes, to see which one I liked the best. | liked getting in cars and seeing all the
features and which one has the backup camera to compare.

What if anything didn’t you like about your experience?

It was very stressful.

What’s stressful about it do you think?

Well, it’s a lot of money to put into something so you want to try to find the best car for the best
money. There were all these things that come into it, like what features do you want, how many
miles does it have, what year is it. It’s stressful to balance...you see one that you like and then
you see another one, that there might be a different one at a different dealership even better. It’s
hard to make a final decision.

Did you buy a new car or used car?

Used.

Where did you by your car?

Help me understand what influenced your decision on what car to buy and who to buy it from.
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| went to a couple different dealerships and that one had, I guess, the best deal. | went to another
I ccalership and they had a car that | loved but it had more miles on it, so | continued to
shop around and found one that | liked at || ||| | | QI that had a comparable price but less
miles on it.

Did you see any ads for this brand of car before you decided to shop for a ||l or what made
you think of a [} that’s what you wanted?

My aunt has one. . She really likes it. She’s never had a problem with
it. They seem to be a little cheaper than a or h and a comparable car, like same size
and everything. | decided to test drive them and | ended up liking them, so I went with a

Once you reached the dealership how long did the entire process take from the time you arrived
until you left either with the car or without or with a deal or without?

Quite a while. The first dealership we went to that I didn’t end up purchasing the car | want to
say maybe three hours. The other dealership that | did purchase the car | want to say we got
there (inaudible). 1 am not exactly sure how long. Four hours, maybe, more, maybe five.

You are referring to the pronoun we. Can you tell me who was with you?

My dad.

Great. Thank you.
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AGREEING TO A PRICE FOR THE CAR

M:

R:

How did you go about getting to the price for your car?

There was some negotiation. | went by myself first and | picked out one that I liked and then my
dad ended up driving down and we negotiated a price.

Was that at that first dealer or the second?

The second one, the one that | purchased.

The first dealer you went to you were by yourself.

The first dealer 1 was with my dad as well. We talked about...it was actually kind of funny. We
asked a certain price and they’re like, oh, no, we can’t do that price, and then they came running
to the car as we were leaving...in my original car...they’re like, no wait, wait, wait, before you
leave, they said they would give me the deal we that wanted, and we were still like, no, no, so we
left.

You said because of the mileage?

Yes.

Okay. How did you know...you said you negotiated. How did you know the negotiation, where
you wanted to bring the car in at price wise?

| looked at Kelly Blue Book a little bit to find out what the same model goes for. 1 also did a lot
of online research. 1 saw different places on line for different dealers, like [l versus the
actual dealership. | got a good ballpark estimate that | wanted to keep it around.

What was that estimate, if you don’t mind sharing?

| ended up getting the car for $14,000.

Was that what you researched you should be paying for the car?

That was a fair price because it is a [JJJfj but it had low miles on it. I think it was $14,400,
maybe, so we talked them down...maybe even higher...but with all the fees and stuff it came out

to close to 15, so we talked them down to 14.

Got it. What did you like if anything about your experience obtaining the price? That whole
part of the price negotiations, what did you like about that and what didn’t you like about that?

| liked when they lowered the price for me. | found that, again, a little stressful because talking

about that much money is a lot to...on paper it doesn’t seem that much, but when you think
about how much you’re actually going to be paying for it, it’s a lot. | liked feeling empowered
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that they would listen to me and lower the price because I was willing to buy it so they would
compromise with me.

Were they directing the conversation to you or to your dad, or how did that go?

Mostly to me, | guess, and my dad was just there helping because it’s the first time 1’ve bought a
car.

Great. What was the original price? You said it was 15 or something like that?

| want to say it was 14,400, and then plus all of the fees, like the taxes and tags, it raised it a little
bit, but then we brought them down to 14 for everything.

Did the dealer at any point in the conversation indicate that you could get a better price if you
agreed to certain conditions?

| don’t think so.

Okay. Did you have a car to trade in prior to buying this car?
| did.

Did you trade in...

Yes, | did trade in a car.

Can you share with me a little bit about that experience? How was the trade-in price
determined?

At the first dealership we went to they said they would give me $1000 for the trade-in. The
second dealership where | ended up purchasing the car they said they would only give me $300,
and that was part of the negotiation and price, they said they would give me a little bit more for
the trade-in to drop the price down. | think they ended up giving me $700 for the trade-in instead
of the $300 once we dropped the price down.

Okay. Did you owe money on the car at the trade-in?

No.

All right.
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OBTAINING FINANCING

M: How did you pay for your car?

R: | put $5000 of my own money on my credit card...or debit card...and the rest | financed.

M: You financed it through?

R: | financed it through the dealership.

M: Did you look for financing elsewhere?

R: | did.

M: Tell us a little bit about that.

R: I contacted my bank. I am with ||| BBl | contacted them and a few other places, but |
don’t have very much credit. | only had one credit card, so | don’t have very much credit, so
they didn’t...nowhere offered me a loan because I didn’t have enough credit, so the dealership

was the only option | had.

M: When you were talking to the dealership about financing, tell me what that was like for you.
What did you like about that process and what didn’t you like about that process?

R: Well, it was at the end and | was a little tired. Again, | didn’t have very much credit so he wasn’t
able to offer me a loan right off the bat. They had to go in...because | recently graduated
college, so they gave me like a student rate or something...a recent graduate rate or something.
They were able to give me a loan. They had to try to make it work.

M: It’s the end of the day and when you were doing the financing for your car, where were you
doing it? Were you in the same place where you could talk to the sales rep or were you in a
different place?

R: It was the same building but it was a back office.

M: What was the process for obtaining financing at the dealership? When you say it was the back
office, what terms did you discuss?

R: He offered us...it was the end of the day and they were closing, he offered us a certain rate if |
sent in my...they had to get a picture of my transcript and my diploma. When | came home |
sent it to him. He was like, we can give you this rate if you send us these documents.

M: What was the rate they said they would give you, do you remember?

R: Four point something. It was kind of odd...I really don’t know why. 1 financed through their
dealership, the |} ] . and then they sent me a letter that they couldn’t offer me the
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rate, and now my rate is through and it’s lower. They couldn’t offer me...1 have that
paper | think. | got this letter from that said we can’t give you...

Received your recent credit application from || | | | QBB The law requires us to notify an
applicant when we have decided to take adverse action with respect to the application. At this

time we were unable to grant the credit you requested. If you’d like a statement of why...okay.
They said our credit decision was based on...okay.

They sent me that and then [JJlf send me this with a lower rate. 1 guess now my loan is
technically through a bank, not the dealership.

I contly acquired the loan from [l for the purchase. It

says the review of your loan documents an error was discovered regarding your interest rate. To
correct the error we’ve reduced your interest rate and as a result we’ve revised the disclosures.
Can | make copies of that?

You can make a copy of this if you’d like.

You didn’t give us this letter, but you gave us this.

Yes.

Awesome. Thank you.

It was a little weird.

Yes, it’s kind of interesting. When you were talking about terms for the purchase of your car,
did you indicate any specifics about what you wanted? Do you have another contract? Is the
only contract that you have with...that’s the buyer’s order, here is the retailer’s contract, and
that’s with || | | | Bl Did you get another document that looks like this from [ l?

| did not, no.

Okay.

That one piece of paper from i} is all 1 have.

Good. We’ll get a copy of that and they’ll bring it back and then we can go through some of it.
All right. When you went into the Finance Department to talk about financing your car, did you
have any expectations like how much a month you wanted to pay versus how much interest rate
you wanted to pay versus...like you said, going in you knew you wanted to pay this much for the
car, but did you have any expectations for these other things?

For the first dealership I think they offered me 5.5 percent, so | thought that was a baseline, to

not go over it. | liked to go under it. Calling around to all the banks || GG o
was like, well, this seems to be the rate that | can get. At the dealership where I bought it they
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offered me a certain rate, like a recent student rate, so | sent in the diploma and transcript for
that. 1 figured that was the rate | was going to get. | think it was a little lower than 5.5 percent,
and then they sent me that from [JJJll...3.6, | think...so | was happy with that because it was
lower.

Right. At the time did they say what your monthly payment was going to be?

Yes. They didn’t at the first dealership, which | thought was interesting. At the second
dealership, they did.

What did they tell you it was?

Now it’s | want to say $160...1 think that’s what the paper says. | think it was probably $180,
maybe.

This is when it was at 4.59. What are you paying how?

$164, | think.

It says $168. You’re paying with the [l purchase, it’s lower.
Yes, it’s lower.

Okay. We’ll look. Very good. They are the ones who were suggesting these things. It wasn’t
like I don’t want to pay more than this amount? Did you tell them that?

They were pretty much the ones suggesting about it.
Okay. At any point in time when you were doing your negotiations, like you said you went in
with the sense that you could negotiate the price of the car, was there at any time during your

conversation at the dealership the sense that you could negotiate these other things?

| feel like not as much. | feel like the price was negotiable, but then I guess once the price was
determine I felt that was the final call, and then the rest was up to them.

Okay. At any time did the dealer say to you or mention to you the possibility of refinancing your
vehicle or renegotiating the interest rate or monthly payments?

| don’t think the dealer mentioned it, but | think my family was like, oh, if you don’t like the rate
later on you can always refinance. | don’t think the dealer mentioned anything.

Your first awareness of the fact that your rate was being changed was when you got the letter
from

Correct.
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Did they come at the same time or at different times...these letters?
It was actually funny. I think I got this one first.

The [ one first?

Yes.

That’s interesting. What was your reaction to that?

I was (inaudible), but I was confused why. | was (inaudible) that | wasn’t approved for the one
at , but I was happy that...

Right.
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ADDITIONAL PRODUCTS AND SERVICES

M:

Let’s focus on some additional products and services. At any time when you were at the
dealership did the dealer offer you any additional products or services to purchase?

They offered me a tire package.

What did they tell you that was for?

They said it was for like if you scratched the rims of your tires or something, and something
about coating on the windshield reduces the glare. | think that was...maybe there was one other
thing in the package that you could add to your financing package so you would pay a little bit
more a month to get these.

What was your reaction to that, did you take those packages or not?

| did not, no.

Did you not take them because you didn’t think you need them, did your father say not to take
them?

He said I’ve never taken them, so | figured | don’t really need them either. | think there was
something about the paint, like it would make the paint last longer and not chip or something like
that.

Did they say anything to you about extended service contracts at all?

No, because the way [l works is they do a ten-year powertrain warranty. It’s from the
make date of the car. . It’s not ten years that you buy it, it’s ten
years...

That it was made.

Yes, the car is made.

Let me ask you a question. Did they say anything to you about GAP coverage?

No, because | am not sure what that is.

We’ll go through your contract and see what’s there. Any comments about...was it the sales rep
or the finance rep who was talking to you about these extended services?

The finance rep.
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What was your reaction to this whole part of the process...this whole conversation part...when
they were talking to you about adding this package or adding that package? What was your
reaction?

| felt like it was all forced, I guess.
What do you mean?

Like he says it to everyone, so | didn’t really feel like I needed the extra package. At the first
dealership a different woman came over and tried to sell the tire, window...the extra package. |
thought she was a little pushy to try to make the sale. | thought it was interesting. They had the
woman come over and try to sell me the extended package before I even bought the car. 1 felt
like that was a little too much. | was like, I don’t even have the car yet, | don’t need to be
worrying about the extra package.

Can you tell me...when they were mentioning these different items to you did they indicate how
much each of the items cost?

Yes, and they said you can bundle it with your financing, so it would just be paying a little bit
more a month or you could pay up front, | guess.

Did they note to you the price of each individual contract or product or was it the bundle price
that they gave you, do you remember?

| think it was the bundle price. They said how much this would cost and how much you pay a
month, so they had...like, $164, plus an additional $90 a month, and then you would be paying
whatever in your finance.

Okay.
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CONTRACT AND POST-PURCHASE

M:

Did you have the opportunity to review your paperwork before signing it? This retail service
contract that has all the information about your interest rate and all those things, did you have a
chance to review that before you signed it?

yes. | didn’t review everyone, but you did have a chance to review it. | did feel forced to move
the process along.

They were rushing you?

Yes.

Okay. When you were doing this were you doing it online or on a printed copy?
Yes, it was a printed copy.

You said you felt forced in looking at this.

Rushed.

Okay. Did you feel anything else when you were going through this?

A little nervous.

Can you tell me, did you have any contact with the dealer since you purchased the car?
| have not, no.

Okay. Have they contacted you at all?

They contacted me. He called me and left a voicemail about completing a survey or something,
but I didn’t.

The only contact you had about your car experience was when you got the [l letter...
Yes.

...and then the other letter from || >

Yes.

At any point during your conversation with the dealership did anyone mention to you placement
of a tracking device on your car?

No.
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M:

All right.
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OVERALL UNDERSTANDING

M:

Now let’s go through the paperwork. Let’s do this side-by-side since you now really have two.
This is the original retail installment contract that you received, and then this is the revised letter
that you got from [l We’Il put these side-by-side. I guess the first question I want to ask
you about it...look at the original installment contract that you got and tell me...can you point to
me and tell me what the number is on your retail installment contract for your monthly payment.
What’s the number?

$168.47.

Again, did the dealer initially suggest this to you or did you negotiate this?

| think the dealer because of what the finance rate would be, he told us what the monthly price
would be.

At any point during this discussion did you say it would be better for me if it was lower or higher
or anything like that?

Yes.

What did he say, what was his response?

He was not very lenient on the finance rate because he gave us one finance rate that was higher
than the 5.5 percent that the other dealer gave us. And we were like, whoa, we went to another
dealer and they could offer us this. He was like, well, since you’re a graduated student we can
lower it to this if you send in these documents.

| guess you already pointed to this. Can you point to the interest rate? Okay. That’s where it is.
4.59.

Thank you. During the practice of talking about these numbers, meaning the monthly payment
and the percentage rate we were just talking about, how easy or difficult was it for you to

understand what all these numbers meant?

It was a little challenging. The monthly payment, I grasped, but the finance rate | felt was just an
arbitrary number, like where are they pulling these percentage rates from.

Okay. Can you point where your length of payments are?
Number of payments, it says 60 months.

Was there any discussion at all about the length of your loan? Did anybody suggest any other
length besides 60 months?
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He said to give me the lower interest rate that it would be at 60 months, that 72 would be a
higher interest rate.

He said it would be a higher interest rate if you extended the loan to 72 months.

Yes.

Interesting. What was your reaction to having to pay the loan for 60 months?

| felt like that was pretty standard, I guess, in looking. It’s a long time, but I felt like...he said |
can always pay more to lower the amount | owe. If I owed $9000, I could pay $200 a month and
then it would be less time to pay off the loan.

He did tell you that?

Yes.

Did he say you could do that with our without a penalty?

Without a penalty.

All right. Did you at any point in your negotiations with the dealership...were you presented
with something called a spot delivery agreement?

| don’t believe so.

Okay. I don’t think there is one in the packet. Let’s look at your contract. Turn the page and
tell me do you see anything on the second page that suggests you paid for any add-on services at
all.

All of it says n/a, so | don’t believe so.

Would you mind if I took a quick look...taxes, your trade...you ended up trading in your car for
$300?

I guess he traded in for that much and then he took (inaudible) off the actual price.
The original price of the car, you said the $14,400 was lowered to $14,000?

Out the door for $14,000.

Okay.

When they started adding all the title, tags, all that stuff, it’s an extra $1500.

What was the total price you paid for your car?
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R:

Total sales price...l put $5,000 down plus the $300 trade-in.

(Reviewing the contract)

R:

M:

It was $14,300 minus the trade-in, and | put $5000 down.

Let’s go to the |l page. Point to me...let’s start with the monthly payments.
$164.58.

The length alone?

60.

The interest rate?

3.65.

Very good. What is the total amount that you’re paying?

$9,874.90.

The amount of credit provided on your behalf is $9,000. The amount you would have paid if you

have made all payments is $9,874.80. The total cost of your purchase on credit including your
down payment of $5300, is $15,174.80. Okay.

Except the interest rate and the monthly payment.

I may have a couple of other questions for you.
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OVERALL EXPERIENCE

M:

I'll see if my colleagues have anything in addition to ask you, but overall what would you tell me
is your general feeling about your overall experience of purchasing and financing a car?

Looking back it was good, but during the process | was very stressed out because there was...1
kept looking online and then you would find a price online and go into the dealership and that
price wouldn’t be the price that you found online, so it was hard to actually get a good feel of
what the actual car costs. That was deceiving that they would put this low price online and then
go in and say where is the car for this price, and they would say, oh, that’s if you would have
every deduction. Obviously, no one would have every deduction so no one would actually ever
hit that price, so it was a little deceiving.

What does that mean every deduction?
It would be like military and all those deductions that you could have, but I wouldn’t have.

People have mentioned that to me before. The promotion price they’re giving you includes all of
these...

All those deductions. | was looking and | was like a new car is almost the same as a used car,
but then I went it and it wasn’t the same price because | ||| | | S and ! didn’t have
whatever all the deductions would be.

Okay.
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CONCLUSIONS/FINAL COMMENTS

M:

R:

M:

You’ve been very generous with me. Thank you so much. I’ve enjoyed talking with you.
Thank you for being here today.

Thank you.

We have your paperwork here, so that’s what we need. | am going to show you were you go
now to get your gift. Have a really good rest of your day.

(Colleague has another question)

M:

R:

Where did you go to school?

What are you doing now?

Are you enjoying it?

Yes.

B is 2 o1y good school. A lot of my children’s friends went there. All right. Was it
the dealership you bought the car that at that advertised the price of the car with all the
discounts?

| think it was both.

Both of them did the same thing?

Yes.

Okay. All right. Thank you very much.

// end of recording //

I, - 201240 17



AUTO BUYER STUDY

457481 -

Project #FTC1501

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M: So can you tell me what the most recent car is that you purchased and when and
where you purchased it?

R:  Ipurchaseda... It was a || | |} } B and it was the limited option. The
reason | did that because it had the leather seats and | have a dog and so that way
just with cloth seats, the odors from him get stained in there and if there's a spill

and so | also do Uber and Lyft and so it's just easier to.... And I bought it from
T dealership in [l or (inaudible) *
M: Okay. And when was the purchase made?
R:  The purchase was finalized [l and it was the best timing because it was the
end of the month and the end of the year and it was a used car and so that gave me
an opportunity to research a lot and walk in and be able to get it $1300 lower than

their asking price.

M: Okay. Excellent. So the time of year, the time of the month, all influenced when
you decided to purchase the car.

R: Yes.

M: Okay. What else influenced what kind of car to buy and who you bought it from?
So what dealer you went to.

R:
_ and so that gave me flexibility. I also knew that

while | wanted to do Uber and my previous car was too old, | knew specifically...

M: You wanted to be an Uber driver, you're saying?

R: Yeah. Yeah, because now I'm doing it and the pay is very good.

M: | didn't know that. So you have to... Like the car has to be a certain year?
R: Exactly.

M: | didn’t know that. Okay.
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R: So that was one of the factors. And the leather seats and then an SUV. And the
reason why an SUV is because | travel a lot. 1go t(' several times a year.
I've driven back and forth from ||| from and | want something
comfortable | it's just they tend to be bigger, the gas mileage isn't as
good. Gas is very cheap right now, but my previous one was an ﬁ and
| just liked the SUV. It's just more comfortable, especially for being in the car
sometimes for a 12 hour driving day.

M: Okay. And what about how did you select the particular dealer you bought it
from?

R:  So, originally I wanted a newer version of the ||| ]l just because the car
before that was a || ll and kept breaking down and I just became
accustomed to spending that much. When I got the [JJilf, 1 had one big
maintenance bill and it had twice the amount of mileage on it and then so | was
like, well I just want to stick with [JJJlj because it's a i} essentially and it's
more reliable. And then I was looking at the |JJJilif the 2010, 2011 was the year
| was looking around because that's when the automobile market really switched
over where they had the Bluetooth in all the vehicles, just a lot of tech upgrades,
which is kind of what | wanted. It's like if I'm going to get another car, | want this
for a long time and be content with it. And I looked at a [JJfj here and there. 1
was more interested in the [l which is the police style car. And the [JJili}
is a little bit different body style, but the || lf because it had the best gas
mileage of all SUVs and it also had a really good towing weight. And so one
thing | do want to do is do a cross country road show and pull an RV or a travel
trailer and so the highest tow weight was ideal, just because it gave me room for
whatever RV | was going to pull. And then I had done some research and |
wanted to do it after Christmas, but before the New Year, because | knew that was
like the hot spot to do it because | read a lot of blogs, | did a lot of research going
into this and so | knew that was the best time because a sale is a sale a lot of times
for them. By meeting their quota, a certain number of cars and so what I did
going into it, was | had already narrowed down the car. When I walked in, a
whole negotiation process from the moment you walk in the door, is what |
realized and so | watched videos of like other people that have gone this route.

M: Wow. You were really prepared.

R: It was all strategizing and just because you know, a car costs a certain amount
based on Kelly Blue Book. There's always room for negotiation. And so |
printed out the Kelly Blue Book, the Edmonds and then 3 other examples of the
similar year, same model and similar gas mileage and that's where it really helped
me because when you're there for like 3 or 4 hours and they're milking it, which is
intentionally what I did, was they're getting tired and they just... By that point,
they just wasted 3 or 4 hours with you, it's like they're starting to get desperate,
where it's like you can just have it. But I'm asking 101 questions about the
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vehicle and really what it is, is I'm kind of draining them down to the point where
they just get fatigued and then they're kind of like all right, I'll settle for that. And
| did the walk away. They had a certain price and they were really set on it and |
said, and this was 4 hours, and | said well thank you for your time, guys, I built up
my momentum, | was ready for it and then I was about to walk away and they
were like woah wait. I'm going to go ahead and get the manager. So the manager
comes out and you know, he's giving me his spiel about we don't make money on
all used cars and | said, well the New Year is in 3 days and it's going to drop this
percentage, | think it was like 3% depreciation at the turn of the clock midnight
and yada yada and then | said 89, it was valued at $14,000, they were selling it for
$10,500. Because | was tracking it every week and they kept dropping it a few
hundred bucks because it wasn't selling. And so | also used that in the
negotiation. Well it's been on the lot for this many weeks. You know, blah, blah,
blah. We agreed on $9000. So yes. If I answered the question.

M: Excellent. Yes. No, thank you for all that. And what was it about... Anything
about the dealership in particular that you chose that particular dealership over
others?

R: | personally don't like dealerships. Because | think they're usually way
overpriced. | usually like going to my first one was through a Craigslist ad, which
was a mistake because they don't do the 100 point check. The second car | got,
the i}, was at a used car dealership and then this one was at like a |||}
dealership, but I think what drew me in was | knew | was going to be using it for
Uber and | probably had more flexibility with financing at a dealership, financing
through them and I just knew this is how much I had and I knew | wouldn’t be
able to pay in full. But they offered free car washes and free oil changes and |
knew that being an Uber driver, there's going to be more oil changes and then of
course, having the free car wash was nice too. So those are a few little perks.

M: Okay.
R: The downside was the $300 dealer processing fee. That was the hesitation.

M: Okay. All right. So summarize for me, what if anything you particularly liked
and then didn't like about the overall experience of shopping for your car?

R: | would say that they didn't really care about the customer. They were more
interested in the sale and just kind of getting you in and getting you out the door
and moving on to the next one, almost as if it's like ticket number concept. That
is one thing | didn't like because you know. | walked in there with quite a bit of
passion, but intentionally. | strategized my whole persona that | was going to play
off going into this and then was able to get it a lot cheaper and it ended up
working. My parents couldn't believe it. But I realized it worked and so that's
one thing that bothered me was, it was just kind of like they just wanted to make a
sale. They didn't really care about the customer and then for them, they might
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have had a time as to how long it would take them and | was there for 7 hours by
the time everything was finalized.

From start to finish?

Yeah. Because | was prepared this was going to be an all day thing. Because |
was going to be stubborn and if | would have walked away, | would walk away.
But at least I learned something from that, so when | go to the next dealership,
which is what 1 did. 1 said, well I can go to the || GGG -
they're selling it for this much cheaper and he's like yeah but it's got higher miles
but I said, yeah but if | wanted that car today for this price, | could go over there
right now and get it. And that was one of my big argument powers was same
year, same model, just higher gas mileage. Reference points, | guess.

Okay. So the whole process took 7 hours. So you did it in one day?
Yeah.

Okay. Anything else that influenced your decision on what car to buy, who to
buy it from?

Really what | did was | went to, | think it was cars.com and you can do a

nationwide search and so | started out with the , the 2010 model,
there was 2 in ||| ], one in , two in and so like |
was ready to drive all the way up to if need be and then I was like

maybe | should look at a different brand and a different model and then this
popped up and it was like okay, I didn't love the car when | saw it, but I've been in
it for now 3-1/2 months and I like it. It's very roomy and it's different than the
I 't a different brand.

Okay. So you sort of went into this but summarize for me again how you went
about getting the price for your car. So you walked in having done the research
and you had a figure in mind that you wanted to pay.

Yes.

So talk to me about how you got to that figure.

So | got to that figure because that's how much I knew I could pay in full.
Outside of the dealership processing fee, the title and the taxes and the tag. And
because I really wanted to pay in full because I didn't want to deal with interest
rates and | didn't even want to have to finance.

And this was because you had the payoff from your other car.



| had the payoff and then | had a certain savings set aside that | could dig into for
this, so that way | could avoid an interest rate and all that.

Okay.

But what made me set on the price was | researched those kinds of (inaudible) and
so something that I did was | would write down the number and | would write
down exactly how | would get to that number and basically like a whole itinerary
of how | was going to get to that number and it was $9000. And so what | did
was what | learned is a lot of dealerships, they want to feel like they have the final
say because that way they feel like they one-upped on the customer and so what |
did was $8900, so that way they go $100 higher. Because | kept saying $8900
and he said I'll do it for $9000 and | was like deal. You know, because | knew
that. So I went $100 below what | wanted so that way they would have it in their
head that they had the final say.

Okay. And so what was the original price for the car? You said was...

Kelly Blue Book based on the year, model and mileage was about anywhere from
$13000 to $14500. Would be a fair purchase price and that depreciation, 3% of
that.

And what were they listing it for?

They originally listed it for about anywhere between $11000 and $12000 and then
every week it was dropped a couple of hundred dollars and I called 3 weeks
before I even showed up there because the day I showed up had to be the day I
was going to do it. | didn't want to show up and be like uhhhh and then come
back. It had to be all in that sitting. And so | called them so that way | knew who
| was, so that | was in their database, they had this ||| | } JQEEE who is interested
in this specific car and then they would call me weekly and say hey, when can
you come in, and I'd say oh I'm really busy right now. | was intentionally. It was
so wrong, but | was like intentionally prolonging it, so that way it's like they have
it in their head that they're going to get a sale on this. And | watched it as it
dropped like $300 every week and then they had it at $10500 was what it was
when | walked in.

And then you got it for $9000?
Yeah.

Okay. All right. Anything else specific to share about what you liked or didn't
like about the process of negotiating and obtaining the final price on the car?

That I got the price | wanted.
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M: Okay.
R: That was more or less the real goal, this was a personal challenge for me, is from

negotiating stuff I've done in the past, can | come out on top in this and that it
worked. And then the financing bothered me because they gave me...
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OBTAINING FINANCING

M:

R:

So let's talk about the financing now.
Sure.
So okay, so remind me again. So how did you pay for the car?

They wouldn't let me pay anything. They... | don't know if this is true or not, |
talked to my mother about it, she said I've never heard that before. But that in
order to finance through them, it had to be a minimum of $10000 and it was
$9000, $300 for the processing and then like $800 between taxes, titles and tags
because it was 2 years as opposed to one year for the state of [ JJJJJlij and so it
came out to $10200 and they said minimum of $10000. This is where | got very
angry. Because | thought everything was said and done and settled and then when
| sat with the financing guy, because | had never taken out a car loan before. |
didn't completely understand that process because | was hoping | would be able to
shortcut that.

So you walked in thinking you were going to pay cash for it?

Exactly. Because that was also my negotiating point that | can pay this much, pay
it in full, here today in your hands. He gave me 3 options and like one was just
with nothing extra, what my monthly payment would be over the course of 67
months was the low term and then it was for like $40 more you get Gap insurance
and then for a little bit more, you get an extended warranty and | was like, in my
head, I'm thinking okay, this is $180, this is $220 and this is $250, I'm like well
heck I'll just pay $70 more a month and I'll pay it off quicker is how | viewed it.
But really I should have done the math is $250 times 67 months and so | went in
there and I'm like oh that doesn't... And I sign everything. And then when |
walked out, | had a gut feeling and | kind of sat down and did some research and |
was like, so | hadn't even left the property yet and then | walked back in and said
cancel it all because in a sense, you know, my mother said that's how they're
trying to get you, to make up for whatever they lost on the vehicle because
essentially I would have been paying $13000, $14000 if | was paying $250 or
something a month. For that $70 extra dollars plus interest in top of that. And
I'm thinking why would | get gap insurance if I'm already getting it $5000 cheaper
than if | just pay off a chunk of it really quick, my interest rate was also really
bad, but it was my first car loan. That was another thing I didn't like. Is that you
know | would just pay it off quicker and then I wouldn't need gap insurance
because | wasn't in a financial situation where 1, it's like well I can barely shell
out $170 a month or $180 a month. It's like that didn't seem necessary.

Okay. So you're getting ready to sign the papers and they introduce some of these
additional concepts to you?
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R: Exactly.
M: Okay. So again what... The gap insurance, what else?

R: The standard, then there was with gap insurance and then there was gap insurance
and extended warranty.

M: So they presented you with like 3 different options.
R: Yes.

M: For your monthly payment.

R: Exactly.
M: Based on whether or not you had those additional...
R: But not what | would pay in total. And so then when | came back in, he was mad

because | was mad and he was like well you know, maybe you should learn how
to do math and | was like and then that made me mad. But then I'm sitting there
reading the fine print and they're like closing up, but I'm like you know, I'm about
to walk away and like then it's really finalized and then | was reading it and doing
the calculations and then he was like, sir we got to hurry up and I said, well you
know, | just want to make sure | can do math right. Because | brought up my
degree from JJij blah blah blah so that's how that played out.

M: Okay, so you ended up canceled the gap insurance?

R: | did. And the extended warranty. Because it was like air filter and like not... It
wasn't full warranty. It was you know, | don’t know, like if the tires wore out,
that was still on me. It was a limited warranty. And I'm like, I'm already getting
oil change and car wash. So that's fine and that's for free.

M: Okay. So you financed through the dealer, but they told you had to because you
originally wanted to pay cash?

R: No, I could have gone through a bank. But | was already there and yeah. But it's
through |, that's their bank that they go to.

M: Okay. So you didn't call around and get rates from any other company?

R:  1did. | h2s an option where you can get a certain amount of
funds and it's $30 for every $1000 you take out. And there's no interest and no
payments due for 18 months.

M: Okay, so how'd you end up then with the dealer?
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Because | sat down and did the math and | thought, okay, if I'm taking out $1100,
that's $330 that I'm paying to | | | BBl but | have no interest and no
payments for 18 months and then I did the interest rate, which was 7 point
something and | was like I'll just do it through the dealership.

So you tried to do the math and it sort of netted out?

Yeah. Itdidn't seem beneficial... And I was also in a financial position where
you know, | couldn't pay on it for 18 months because | had that check from my
car insurance and | just kind of wanted to get it off my hands. | like paying my
bills in advance. And so just having that several thousand dollar check was like,
that's going to be for the car.

Okay. So you may have said this to me already but I'm a little unclear and we just
want to clarify. So why did you decide to finance rather than paying cash as you
had planned? You said something about it had to be $10000.

So | had about $9200 set aside. And then | got the car for $9000 and so | could
have paid the actual cost of the car, but then it's all done through the dealership,
the titles, tags and taxes.

Oh, I see. With all the additional charges that they had to add on.

Exactly.

It was above what you had planned to spend.

Yeah. It was $1000 more than what | even had to my name. And | tried to put a
large portion of it down and then they told me they had to finance a minimum of
$10000.

Okay. Isee. Gotcha.

And | paid a big chunk quickly so that way the interest rate would lower
drastically. Because it was like $2 a day. In the beginning. And so now it's like

50 cents a day.

Okay. And in going through the finance process, what terms were discussed with
you?

The length of the term. The interest rate wasn't negotiable, even though my credit
score was good. It was because it was my first time doing this. That was their
argument. But because of that, my credit score has gone up 35 points.



M: Okay. So I was going to ask you, were any of the terms of the finance agreement
negotiable to the best of your knowledge?

R: The length was... Because | could have done a longer term, but $177 didn't... It
was like $180 or something. It didn't seem too bad for a car loan. So and | was
okay with that. And it's a used car as well.

M: Okay. All right.
R: | think 84 months was the other option.
M: Okay. Anything else to summarize about the financing process specifically?

R: Just in general, the customer service | wasn't happy with. Because it was less
about the customer and more about the making the sale and that's what I didn't
like and getting their money and that is the main reason why I've avoided
dealerships it's because I've always felt that. 1've shopped at dealerships before
but I've never actually gone through purchasing. Because it's very pressuring.
I've always been warned it's very pressuring circumstance and you really have to
be sharp and ready and make sure you're not talked into, like | was, paying $5000
more basically 50% more for the vehicle for and extended warranty or gap. And
so just be really like sharp about it because you know it's like am | ready to sign
my life away. You know. And when I signed it...

M: So at what point in the process did they offer you those products?
R: When | sat down to do the financing.

M: So at the beginning of the financing process?

R: Yes.

M: Okay. All right. And at that point, when he presented to you the different options
that included some of these additional products. What was your impression of
them offering you these additional products?

R: The way it was presented because it wasn't the total amount you paid, it was the
monthly pay and to me, I'm thinking well I'll just pay more and so I'll be paying it
off quicker and I'm like wow, that's a really good deal. That's exactly how it was
presented, that's how it looked on the paper. | have it here now that I think about
it. The way it looks. They didn't need it at the time. | know it's in here. So |
think this is the regular... Oh they didn't put the amounts. They gave me a
different one. But like I don’t know. That's just how it was presented and so
okay, so $60 a month or 66 months, that was my interest rate and then it was the
payments. It was the same amount of months and 1 just didn't put two and two
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together. In that moment and again it was very pressuring because they wanted to
go get to the next person and make that sale and move on.

Okay. Any other additional products or services besides the gap insurance and
the extended warranty that they offered you?

They don't like me there. And they don't like me there because now that I'm what
they have a customer for like, is I'm there every couple of weeks for a free car
wash because it's free and you know, | just had to do my oil change a couple of
weeks ago. And so this isn't, | saw them once and I never see them again. | see
them on a regular basis because | get the free benefits at this dealership. They just
don’t like me because they know who | am.

So when they presented these additional products and services, it was lumped into
your monthly payments and you don't know how much those additional products
and services cost on their own?

Exactly. And that's when | walked out, out of his office in the lobby, I sat and I'm
like it's like $13000 with gap insurance, so I'm paying $4000 more, but the car
itself would have been $13000 or $14000. You know, normally. And then it was
like $14000 or $15000 with the extended warranty.

Okay. All right.

Over the course of what, however long 67 months is.

Okay. So you ended up canceling both the extended warranty and the gap.
Thank goodness he let me. Because | had signed everything and | was very firm
that | was like, I just... This was wrong. I'm [Jl] years old, I'm fresh out of
college. I felt taken advantage of, that was the point | brought up and I said |
don't want any of that, | just want the standard what | paid for and that's all. And

they would not budge on the $300 dealership fee. Oh well.

Okay.
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CONTRACT AND POST-PURCHASE

M: And what about, okay, so let's talk about the contract and the paperwork. Did you
have the opportunity during this process... Before you actually signed the
paperwork to review it all beforehand?

R: Which ... The retail?

M: Your contract. Because you have a chance to ... All of this paperwork. Did you
have a chance to review it before you signed it?

R: | did not read every single thing. 1 kind of looked at the name. Like this was 7.4,
yeah. But | also made sure that | could pay it in advance. | thought I wouldn't be
penalized. Because that was part of the idea. And so that's the amount financed,
$10200 and then if I paid on time for 67 months and didn't put down, | think it
was like $4800 I got from i} They said if I paid it on time, the different
would have been $2200, yeah. $2266 would be how much interest | would pay
over the course of 67 months. But because | paid down about 75% of it, it won't
be that much.

M: Okay.

R: | constantly do Excel spreadsheet with the numbers, like how much the interest is.
Pretty much a penny saved is a penny earned.

M: Yeah. | see that. That's great. Anything in particular about the signing process?
That you liked or didn't like.

R: They got irritated if |1 was like taking a while reading it. Because I think we live
in an age now where we have so many contracts and there's so much small print,
it's like okay, fine, fine. But | knew this was a very big financial decision and so |
didn't read everything but I definitely felt a sense of pressure if | was taking too
long that it's like, okay we got to hurry this up.

M: Interesting.

R: And that was the more about the sale and not about the customer. And keeping
the customer happy.

M: Have you had, other than going back to get your car washes and maintenance or
whatever, have you had any contact with the dealer since purchasing the car?

R: Yes. Because there's all the bells and whistles with all the tech stuff, which I've
never had a car with all these tech features and apparently after you buy the car,
your person who sells it, is supposed to sit down and go through everything and
so because | walked in and the sales rep was like busy with somebody else and
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then another guy came in and he's like, what |JJJili] didn't show you all this and |
said, no | didn't know and he's like normally they're supposed to sit down for an
hour or two and go through all the features.

M: So someone showed you how to do all the tech stuff?
R: Yeah, connect the phone, you know, things like that.

M: Right. Okay. And what about have you had any problems with the financing
part? Since you finished the deal.

R:  No because it's all through || Bl now. And so 1 just go to | EEEE.

can either transfer it online or show up and pay in person. And they've been
great.

M: So you haven't had to deal with the financing department again?
R: No. It's been very good because | can call them and say you know, I'll pay the

interest and the principle and I'll pay extra on the principle because then it's less
on the interest.

M: Okay.
R: So I'm learning a lot as | go along.
M: Right. It sounds like you learned a lot. So did they scrap your original paperwork

when you went back and canceled those and then gave you a new set?
R: Yes.
M: Okay. Was placement of a tracking device ever required or discussed?

R:  Idon’tknow. I wouldn't have been surprised, however | don’t know if ||l
does this, but || ]l and I do that. But it's more an app on your phone
where you like log in and it's like really to get rewards and benefits and you get a
policy discount. But the person ... | switched to [JJlif during this process and
with , they said well Uber does it anyways where they track where you're
located and so they said you have to do it in order to be with a ride-sharing
company and so yeah. So essentially on my phone, il is tracking where I'm
at. So if I'm on vacation somewhere, they're going to know. If I moved out of
state, they're going to know, whereas - I don’t know if they've done this, but

and I does it know. And so I learned that, even though if you're
staying, living in another state elsewhere because it shows your location.

M: Okay. But nothing at the time of purchase of the car was discussed about, a
tracking device?
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R: No.

M: You never heard of anything like that before?

R: No. There was a lot of information said though, so it might have gone by me.
M: Right. Fair enough.

R: There's a lot, 7 hours.

M: Yeah. | hear you.
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OVERALL UNDERSTANDING

M:

R:

Okay. Let's look at the paperwork for a little bit.

Sure.

Okay. Let's look at the retail installment, sale contract.
Okay.

And overall, do you find the sales contract to be relatively easy or difficult to
understand.

| think it's pretty straightforward, just because the numbers are bolded and it just
tells me all of the fees like what the final price is, processing fee and yeah. | think
it's very straightforward.

Okay. And where on this contract is the monthly payment? Can you show me
where that is?

It's going to be oh right here. So your amount scheduled will be for 66 payments,
$188 starting

Okay. And then did the dealer suggest all of these numbers here or did you
negotiate any of them, your monthly payment, the number of payments?

| think there was an option to do an 84 month payment, but | was okay with 66
because or 67 because $188 seemed reasonable, but when | got home and got a
good night's rest, then the next morning, | really sat down and looked at it myself
when I'm not in a pressuring situation, where | can really like comprehend
everything I'm reading because there's just a lot.

Okay. And what about the APR, where is that located?

It's going to be right there, 7.34%, which is ridiculous.

And how'd you get to that rate?

There was no negotiation on that. They said because... Because | said my credit
score is really good and they're like yes, but you never financed a vehicle before
and so we are taking a risk by financing you this much money. You put our
business at risk, blah, blah.

Okay.

So they would not negotiate that.
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Okay. All right.

And | just knew if | paid in advance that the accumulated interest would be less.
Okay. What about the down payment? Where is your down payment?

There was none. They wouldn't let me pay anything.

Right. Okay.

Because | said | can put... And they said you can't pay anything today. You're
going to have to wait until you get your first bill, which will be 2 weeks from
now.

| see. Okay. So is there anything on the retail installment contract, once you had

time to look at it, you said you looked at it kind of the next day, we're looking at it
now. Is there anything on here that jumps out to you as sort of different than what
you expected or different than how you interpreted it that day when you made the
purchase?

Yeah. That all of my interest is tax deductible. On my car loan. So | keep track
of all of that, so that way | know how much interest I'm paying and how much of
the principle.

Is there anything else on here that's different than what you initially expected the
day that you were working on the deal?

Yes. There was one where | was charged a ... Because | had a 1
driver's license and that was part of the problem with them, was | had

driver's license and | had no vehicle. At that point, | was in a rental and
| was like running out of time on my rental, so | also kind of was pressured into
making a quick decision. That when I was there, | was trying to finance through
them, that caused some issues to finance ' vehicle with an out of state
license and | said, yes but I cannot get a license until I have insurance
set up because that was a requirement to get a license and then a vehicle that
whatever | would be driving and so | had to get this before | could get the license.
And so they charged me like a $20 fee, but then the lady at that center, she
apologized and she was like no, we can (inaudible), so | got the $20 back. | was
(inaudible).

Are there any discounts that they offered you? That you know of?

On what? Besides the sale?
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M: Onthe... Yeah. That were... Like do you know if they offer specific discounts
ever? You mentioned you were a h do you know if they offer
discounts for || | | | N or anything like that?

R: Well. 1 know that Uber, if you're signed up, that certain dealerships you can get a
percentage off of a car, like getting a car for $5000 less than what it should go for,
| thought that was big enough of a discountand I... A week later as I'm driving
this car, how did that even work?

M: So have you ... Do you know if you received a spot delivery agreement? Do you
know what that is?

R: | don’t know.

M: You're not sure what that is, okay. | don’t see anything here that looks like it.
Okay. And did you have to fill out a credit application?

R: No I just had to give them my social and they were able to pull it real quick. |
mean, | knew what it was off the top of my head, but all I did was give them my
social and they were able to get it.

M: Okay. Did they give you any paperwork for the gap coverage? You mentioned...
R: That...

M: Or maybe you don't have that anymore because you canceled it. Did they give
you paperwork on that?

R: Well they had explained to me what it was because my two previous vehicles I
paid in full. They were much older vehicles, but that's how | was able to pay in
full. With the gap insurance, they explained to me how it works. If I got in an
accident and your insurance company will only pay this much. So that way I'm
not in a situation where | owe the finance company $3000 on a vehicle that is
totaled and doesn't work anymore.

M: Right. So they explained to you what it was, but they didn't give you any
paperwork on it?

R: They may have, they may not have, but I didn't keep it because | never got it.
M: Okay. And what about, do you recall that they gave you any sort of like menu of
some of the additional products and serves that would show you specifically what

they cost? Do you have anything like that?

R: Oh right here. And so like, yeah okay. So with this it was like unlimited ding and
dent and I'm like, well I can buy one of those, what's the guy's name who does the
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OxyClean? He did the where you can put something in and pull out a dent. And
I'm like well that doesn't cost that much. Okay tire and wheel coverage, 24 hour
roadside assistance, my insurance... And it just didn't seem worth the extra
money.

Okay.

Based on the benefits | guess of the warranty. If it was full coverage, like timing
belt and brakes.

There's no pricing on here, that's interesting.
On the original one | signed.
Oh on the one you signed.

And then he re-did it and just crossed them all out and I signed that and waiving
the benefits.

Gotcha. Okay. All right. Any other comments about this, your paperwork here.
Anything that was particularly confusing or difficult to understand?

Oh it was overwhelming.
The paperwork was overwhelming.

| mean just because it was so much, but you know now 3 months later, | have a
better handle of things and so if | were ever in a situation where | had to do this
again, I think I'll have this car for a while, I know the process better. So | feel
more educated, more prepared.

So what would you do differently? If you could do it again and if there's any
additional questions on the paperwork, they might bring something in, in the next
couple of minutes while we discuss this, but what would you do differently, now
that you know what you know if you had to buy a car again?

| would do the research like I did last time. Extra prepared. Doing all of the
math. And more research in terms of going to a ... Like an example where you
can go to a loan calculator, a car loan calculator and see what all these banks can
do, so that way | know exactly like okay, when I bought the |G for
7.34. If | got the next one, how much can I put down, how much researching the
finance department of that dealership to see what the normal interest rate is. That
way if | do have to finance the next one, but most of the time I prefer to pay in
full because then I avoid any interest.

Okay. Anything else?
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And | spent 7 hours at a dealership.

Okay. So overall, how would you summarize your feelings about the entire
experience?

Good and bad. It was good because they agreed to the number I had written down
several times, what law of attraction or whatnot. And also... But what | didn't
like is the certain energy that they gave off at the || ]|, where they just
don't really care about the customer and because I've been to other places, other
establishments where you make big purchases besides like an auto where it's like
they're generally interested in helping you, what can we find, you're taking up my
time, you haven't agreed to a sale yet, I got to move on to the... Not that they
would verbally say that, but kind of giving off a vibe that they're checking their
phone or they're.... They're kind of losing their interest.

It sounds like to me the sort of most confusing part of the process was when they
presented these different options like the basic let me see what they (inaudible)
preferred, standard, basic, alternate.

Because | had never known what gap insurance was, | didn't know about...

It's weird too because to me looking at this and then I don't have a copy of this. Is
there a reason... Can we get...

Yeah. You can get a copy of that, that's fine.

Okay. We'll block out your name and your personal identifying information, but
it doesn't even seem like they're listed in the order from like lowest cost to highest
cost.

Exactly. It was tricky.

Like this basic option is kind of stuck in the middle and it has the fewest services,
it looks like.

And that's...

And so this was the sheet where you originally agreed to. Which option did you
agree to, do you know? Originally.

The one where | paid $9000, nothing more, nothing less.

Right, but before that. Do you remember which option it was?
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R: The best one. Because | was like, oh well I'll pay $70 a month, but that's $70
more a month that you know, comes off of the car. But it's really...

M: It was with the gap, so that's this.
R: Yeah and that's...
M: And it was with the maintenance agreement? Initially before you...

R: Both. Both benefits, gap and maintenance and that was, that's why I've avoided
dealerships is because they do that and I've learned a number of people that have
fallen into it and so that's because it's just very pressuring and it's kind of like
on.... It'sintense. And they're just very pressuring and this I was not forewarned
about in the process and | fell for it. | fell for the... Not really a scam but more
of like a getting more money out of the customer.

M: Okay. So if you don't mind, | would like to...

R: Do you want a copy of that?

M: Yeah, I'd like to just get a copy of that and then black out your information and
then just see if there are any, since we don't have a copy of this and any additional
questions that they have about this paper, is that okay? Can you give me just one
second?

R: Yeah, that's fine.

M:  Okay, ]l thank you so much for your patience. You've been so helpful. |
actually don't have any additional questions for you. So thank you much for your
help. And I'll show you the way out and you can collect your gift and be on your

way.

R: Okay. I like this. This was cool. I've never done anything like this, but just
going in depth about the whole process.

M: Right, it really makes you think about it right?

R: Well that and because | super prepared for it and like 1 just felt like people want to
hear about my car buying experience.

M: Well that's exactly what | wanted to hear about it. So did you go back in
preparation for this and learn anything additional that you didn't?

R: Because it was 3-1/2 months ago, so I think just going more in depth about my

experience. And I think because | knew by talking about it, that | probably made
some | guess connections in my head of like, okay what should I do... What to
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do next time. 1 think was helpful, so it's like okay, yeah. If I'm ever in this
situation of financing another vehicle....

M: Okay.

// end of recording //
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AUTO BUYER STUDY
164158

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

I 164156

What was the most recent car you purchased and when and where did you purchase it?

| have a little story to tell. | had a car prior to the one | have now. | had a little accident
with it and | did enough damage that they totaled the car. So, | found myself
immediately without wheels and had to go out shopping. It was an abbreviated shopping
period. | had to make a decision fairly soon on, and | was getting help from a family
member...financial help, so | had to coordinate with them. | had a lot to do in a hurry
and what I did was, | just basically kind of went with them, what they were comfortable
with, you know, trying to make sure that I didn’t sour the deal by insisting that | had
certain features or whatever on the car. | just needed a replacement so | had
transportation.

You chose the car and the location based on the family member, what they were
recommending to you?

To some extent, yes. They were doing some of the research, seeing what they thought
was reasonable, and | just had to concur with them and then go forward with what was
going to be the appropriate purchase.

What kind of car was that?

Initially, I don’t think we had a specific thing other than price. Trying to keep it within
budgetary constraints. We ended up looking at a lot of [ Jll. ! went to at least one or
two dealers looking at specific cars that they had on their lot, and stuff like that, because
it was going to be an immediate purchase. | wasn’t going to order special features or
anything like that. They were trying to sell their new cars and the price was a little bit
higher than what we were budgeting. | found a dealer who had || and it was a
ﬁ so it was really budget priced, and that’s what we went with. We negotiated a little
bit on getting the specifics of the financing worked out and things like that. Through
talking to them we found out that the dealer was offering financing that felt(?) reasonable
so we ended up just doing the whole package right there.

We’re going to dive into the nitty gritty of those things in just a minute. You got a |||}
at which dealer?

This would | GG

How long ago was that?



That was about the ||| |GGz

Did anything else influence your decision besides the family member who was with you?
What other factors influenced the decision of where you went and what car you bought?

Basically, the major factor was to have a reliable car. Not something that’s going to
break down or whatever. So, | wasn’t going to go to a car lot where they had beat up cars
or whatever, just to get the low price and end up having to worry about maintenance and
scheduling repairs and things like that. So, this particular car we decided on actually had
time left on the warranty even though it’s considered a used car. That was a major factor
that kind of pointed us in that direction.

What were some of the things you liked most about your experience shopping and
choosing a car?

| like to pay attention to technology and new features that are coming out in cars. We
haven’t quite gotten to autonomous driving cars and things like that, but...

Coming, though.

But, there are safety features that are built in now, you know, sensors and things that are
being installed in cars. So, as much as I can get...you know, if you do an inadvertent
lane change or something like that, the car will beep at you. Those types of features |
consider fairly nice to have to add to the safety of the car, having just wrecked a car. |
ran it up on a curb and the wheel damage was substantial enough that, if I had something
that said, “Hey, don’t run up on the curb” | wouldn’t have put myself...

You enjoyed looking at the different technology.

Yes. And, I happen to be somewhat of a technologist, or interested in technology, so
seeing those features...some of them I find a little bit questionable...things like backup
cameras and things like that...but, the sensing devices and having multiple airbags to
protect the cabin, to protect you in the cabin of the car and things like that. Those are the
things 1I’m trying to pay attention to.

On the flip side, what in particular did you not like about your experience shopping and
choosing a car?

Well, there are a lot of options. Like I said, initially we were going out and all the people
working at the dealerships wanted to give us the latest, greatest car and it happened to be
a new model and, of course, incrementally more expensive. | was looking basically just
to provide me immediate replacement transportation. At that point | wasn’t looking for a
lot of features. Although, if | could get a car with some of these newer features built in, |
knew | was updating because my previous car was a [JJJff model, so I knew there were
some new features that might be available that would be...
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You felt a little pressured to sort of upgrade.

In a sense, yes. One dealer | went to said, “We have this...the [l models are out, but
we have a [l on the lot.” He was trying to be frank with me that the [JJflf model was
very nice, possible better than the model. This was right at the dealership. Well
OK, that’s a kind of a pressure tactic to get me to focus on that particular car that he’s
trying to get rid of. In reality, like I said, I just needed basic transportation. So, | had to
try to ignore all those statements to push me into a product in the marketplace that |
wasn’t really going to need.

Once you reached the dealership, how long did the entire process take, from the time you
arrived to the time you left with the car?

Actually, it took some number of hours and a couple of visits because we had...
How many visits?

We had researched this particular car that I own now, on the internet, and seen this
availability at that dealership. We called and inquired about it so we had a couple of
phone calls to see if the car was still available and make sure we could come and look at
it and start negotiating a deal. Then, we went and...I think at that particular dealership
there were very nice in that they didn’t try to pressure us into buying one of their new
models or whatever. They knew we were looking specifically at that one model. It was
really just talking to them, finding out the price, and then my brother who was with me
likes to negotiate a lot.

Let’s talk about that. The whole process took a couple of days between the back and
forth.

Right.
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AGREEING TO A PRICE FOR THE CAR

M:

I 164156

Let’s talk about the negotiating aspect for a little bit. How did you guys go about getting
to a price for your car? Tell me about that process.

Basically, we came in and | have...I think | brought it with me...they have some workup
sheets and things like that, so they sort of presented that to us and said, “Here’s what
we’re working with.” So, we reviewed it and started looking at the details. It took an
hour or two of trying to talk and then going to somebody who is a manager or something
and seeing if these prices that we would come up with...

Did you come into it with a price in mind that you wanted to pay and what they presented
to you was different than that?

Like I said, it was listed on the internet, through their internet site or something, so we
had a ballpark estimate. An idea, | guess. I still haven’t quite figured out how my
brother operates but | sit and watch him start working on the details, do a breakdown of
what makes this total cost and then see if there’s some way we can rearrange things so
the package looks a little bit different and there’s room for negotiation.

You weren’t necessarily starting with the whole price of the car and saying, “I don’t want
to pay $35,000.00, | want to pay whatever.” You were saying, “OK, there’s this added
on to the car, and this is added on to the car, let’s see if we can get rid of some of those
other things.”

Take a look at what I’m purchasing and then say, “Do | need these things, and can |
negotiate the cost down on things that don’t seem to be as important.”

What was the starting price of the car and then what did you ultimately pay for it?

That part I’m a little bit vague on because | wasn’t involved. | think right here they
have...basically we came in at a ballpark number of $16,000.00...$16,200.00.

That’s what they gave you?

That’s what they gave us. This is their workup sheet. Then, like I said, after sitting and
thinking about it for a minute and looking at all the options that are on here, it is a used
car so it’s basically as-is except it did have some warranty still left on it because it had
like 10,000 miles on it or something. So, the idea was to say, “OK, we can get a car
that’s like a new car, it’s not got a full warranty on it but it’s got other options that the
dealer is trying to add in.” So, basically it was more a combination review and a serious
look, a bit of analysis, to say, “Is there room for adjustment in the price?”

What did you ultimately pay for the car?
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Like I said, there was a down payment and then I financed some so we’d have to look at
the sheet and see if we can break it down that way.

What was the part of the process of obtaining the final price for the car that you like
most, versus liked least? The negotiating of the price.

The fact that they were willing to sit and talk to us. Instead of saying, “OK, here’s the
list. We can’t really change anything” they were willing to consider all the questions
about can we go here, can we go there and look at the prices. They were willing to work
with us and that’s why, like | say, it took a little bit of time because my brother, as a
negotiator, he likes to mull these things over in his mind and then if something pops into
his head then he’ll raise a question. So, there were a lot of questions asked about what
exactly is involved with this, or is there room for adjustment. He also has some
background because he’s an accountant. He used to do auditing at car dealerships so he
has some fairly good background knowledge of what actually is charged and how much
is overhead. So, he starts working away.

Good thing he was with you.

Well, I’ve come to rely on him. | don’t generally look forward to buying new cars
because if you present too many options what it does is, it forces me to stop and think,
and then | get bound up in the detail of trying to figure out is this a good deal or not,
because | have to break down...I have to go through the same process, but it’s more
difficult for me to say, “OK, is this something we want in the package or not?” So, it’s
useful to have him with me.

Was there anything about the price negotiation that you didn’t like in particular?

In this case, no. It was taking some time. It’s kind of a double edged sword. You can
get upset that you’re spending so much time trying to close the deal, but then, if you’re
working at getting a better deal and the people are willing to sit down and negotiate with
you, then to me that’s a plus. So, it was a new wash. It could have been really
uncomfortable and | have to go through this process that | really don’t want to do, but I
could see the benefit of taking the time to walk through the negotiation, ask the important
questions, and then they gave reasonable responses. So, it just took a little bit of time.



OBTAINING FINANCING

M:
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Great. Thank you so much for sharing. 1’d like to talk specifically now about the
financing.

OK.
How did you pay for the car?

There was a down payment. That was basically a check. | had done a trade in, actually
what the insurance company did was they totaled the car, so they wrote me a check.

You didn’t trade in the car but you got a check.

Right. Right. So, at any rate, there was a couple of checks. We just kind of combined
everything into a single check and we paid that amount. What was remaining had to be
financed.

Through whom did you do the financing?

Since it was a [l car, it was [ .

Through the dealer.

Through the dealer.

How did you go about deciding to finance through the dealer versus a bank or some other
company?

That got kind of interesting. One of the people there said, “OK, we have this really good
deal.” There were having some sort of sale on financing packages. It turns out, since this
is a used car, it didn’t qualify. So, we had started going through the process of getting a
loan...

So, the deal is what sucked you in but then you didn’t qualify for the deal.

Right. Right.

At that point, what made you choose to stay with the dealer financing?

Basically, they came up with something that was still fairly reasonable. They were
making some concessions, as well, so it was kind of in our interest or our benefit to stay

with them and see exactly what we could work out, not only with the purchase price of
the car, but with the financing costs as well.



The financing team, did you continue to discuss the price of the car? Is that what you just
told me?

Not really. We sort of worked that out. Then we were working on, basically, OK we
have X amount down payment and this is toward the cost of the car and then, you know,
basically it was just negotiating at that point to see the length of the loan and all that kind
of stuff, which was going to be advantageous for us.

Let’s talk about those terms. What terms were you discussing with the finance
representative? The length of the loan. What else?

Low payment.

Low monthly payment.

It was an unexpected purchase. Basically, | hadn’t budgeted anything in so, OK |
suddenly have to make a car payment which I hadn’t planned on, | wanted to stretch that
out. But, it turns out I came up with some money. | got the loan, | got everything set up
online and make sure they were accepting my payments, and then | went ahead and paid
if off(?). So, it all came to a quick end.

You were considering the length of the loan and the monthly payment, were important.
Right.

What other terms were discussed in your conversations? Can you recall?

Additional fees. Still looking to see if there were additional fees or whatever that were
added in that we didn’t need, and try to get those eliminated.

What about the APR? Did you discuss the APR?

That was one of the things...the APR was the thing that got us initially into the dealer
financing because it was really low like .9% or something like that. What we ended up
with was 1.9% because the particular car that we were purchasing didn’t qualify.

Why didn’t it qualify, do you know?

They had stipulated somewhere that it was...l don’t remember if it was the model or the
year.

So, it was the car that didn’t quality, not necessarily that...some other reason.

It wasn’t my ability to pay or the amount of money financed or anything like that. It was
basically...they had pointed out...the guy was a little bit embarrassed to have to read the
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thing where it said, “These are the cars that qualify for the particular interest rate that
they were offering.”

Did you negotiate any of these financing terms that we talked about? The APR, length of
the loan, monthly payment? Or, did the dealer just present them to you?

We didn’t really negotiate. | think we left it as an option that if the APR got too high we
could shop elsewhere because there’s other money available. In fact, in other car
purchases I’ve done the same way. Basically, we just pay up front to avoid having to pay
a car loan with a fairly high APR and stuff like that.

You didn’t actually negotiate any of those terms with the finance person.
Not really.
Are you aware of whether or not you can negotiate the financing terms?

Well, I think our limitation there with what was being presented to us, was a special deal.
It had a time limit and things like that. You know, what was available for financing with
that package. So, we just happened to be there at the right time. It just turned out to be
the wrong car that we were purchasing. So, that kind of ended the negotiations. To be
honest with you, the way | found out about it was, my brother had taken over some of this
negotiation with the financing and the guy who we were dealing with ended up calling
him to announce that they had a different package and stuff like that. They never called
me so | didn’t have to really consider that. | just had to take my brother’s advice.

He said it was fine. Accept the deal that they presented.
Right.
Were you involved? Did you meet with the finance person at all yourself?

| sat there the whole time to fill out paperwork and stuff like that. 1t’s my signature on
the form as well.

What in particular did you like about the financing aspect of the car and what did you
dislike about it?

What did I like or dislike? Well, I’m not sure | went through it at the time with a like or

dislike concept. Basically, we’re seeing...like I said, it was an unexpected purchase so |

hadn’t really budgeted it or planned for it. | guess I’d have to say one of the good things

was that financing was available and they were offering something at the dealership, so it
added one more option in terms of getting the car financed.

Did you consider other companies to get financing at that point? Or, just the dealer?
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We hadn’t gotten that far. What was presented to us seemed reasonable so it didn’t seem
worth our effort to try to go to a bank or whatever and say, “OK, I’m trying to work with
this deal. Here’s what the dealership is offering us. Can you provide something better?”

You felt the dealer offered you something that was fair.
Right.
Was there anything about the financing experience that was upsetting or you didn’t like?

Not really. There was some difficulty, but it was sort of, in a sense, normal because
we’re dealing with a human being and he wasn’t always readily available. If you call you
expect an answer or you expect a response in some fashion and sometimes...

Some of the negotiating happened not at the office? Via phone?

Absolutely. And, for example, we don’t live hear the dealership, so if we’re going to
visit the dealership, since it took numerous visits, we would call ahead and make sure
somebody was going to be there to receive us and work with us, because people weren’t
always available.

The ultimate financing, was that decided via the telephone or in person?

It was basically in person. But, some of the details...since it was somewhat of a
negotiation process, you know, we had to wait for paperwork to be completed and that
type of thing. So, we didn’t take immediate delivery on the car. 1t’s not like we went
shopping one day and said, “OK, | need this car today.” We kind of left that open and
worked with the people there to just take their time. In fact, while we were considering
other options, you know, since we hadn’t committed to the purchase, we knew we had
other options.



ADDITIONAL PRODUCTS AND SERVICES

M:

R:

Did the dealer offer you any additional products or services to purchase?

| don’t remember if it was stated to us specifically, again, it was a used car so it was
basically as-is.

So, not necessarily features for the car itself, but things like an extended service contract,
rust proofing, GAP coverage?

| don’t think any of those were really mentioned to us. If they were, we just kind of, in a
blanket fashion, just said, “No, we just want the car as it is.” Now, what | did receive, as
soon as | arranged the financing and started getting statements from || |

, Was more details about things I could purchase additionally and things like that.
So, it happened sort of in an off line fashion.
After the deal was finalized.
After the deal was finalized.
What types of things were they asking you about afterwards?
| got an alert that my warranty may be ending or something like that. | think it was a plea
for me to call them up and they could say, “OK, we can extend your warranty if you need
to” and stuff like that.
How did you react to that?
Well, it’s still sitting in my inbox.
You didn’t respond.
| didn’t really respond to it.
What else were they trying to offer you after the fact?
| looked briefly over the little package, the introduction package that they sent me, and
they had this whole list of services that they offer, but again, 1’ve been kind of busy so |
haven’t really taken time to really get into it in detail. | kind of set it as a low priority
because I’m not really certain, since, like I say, this was an unplanned purchase | hadn’t

really planned on buying any extra services or anything like that.

Any impression you have about the fact that they were trying to sell you additional
features or services after the deal was done? How do you feel about that?
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R: Well, | take it as kind of par for the course. It’s, in a way, expected. It’s nice to know
that they alerted me that they offer a lot of services, but | generally will research a little
bit ahead of time to see if the scope or the nature of the service is appropriate for me. So,
just try to make sure it fits well and try to do a little research before | enter into any
service agreement. Right now I’m not driving the car much so | haven’t perceived any
need for extended warranty or anything like that.

M: Did they present the price for that extended warranty to you in that communication?

R: I’m not sure I’ve looked deeply enough into what they offered. So far, I’d have to say,
“No” because it’s not come to my attention.
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CONTRACT AND POST-PURCHASE

M:

M:

Let’s talking about signing the paperwork which is sort of the end of the process of
purchasing the car. Did you have an opportunity to review your paperwork before
signing it?

Oh, yes.
Did you review it?

Because, actually we went through it two times. We filled out the paperwork and then
we had to go in and they had to redo it because the rates had changed.

What do you mean the rates had changed? Is that what you told me before where the...so
you actually filled out the paperwork the first time thinking you were getting that APR
deal and then you had to fill out the paperwork again.

Right. The low APR was introduced. We basically were set to go and we had scheduled
a pick up date for the car. On the process of going in...this is when my brother started
getting the calls. The finance guy called him up and said, “Hey, | got the wrong
information to you.” So, when we went in we had to...

| didn’t realize the process had gotten that far along. How did you feel about that at that
point? Did you feel like they were being fair when that happened?

Like I said, they were able to compensate in some fashion, negotiate still a reasonable
deal with us, rather than take the time to go to the bank and say, “OK, can you do better
than this?” It was a pretty good deal initially. It was still a reasonable deal. We said,
“OK, if we don’t invest any more effort into trying to find a low APR loan, then we’ll do
OK.”

It didn’t bug you too much. You’re not communicating to me that you felt like it was any
sort of bait and switch kind of thing.

No. There was some creep(?) but it wasn’t a disaster. So, we were able to deal with what
was going on. We weren’t financing a huge amount of money so you get to a point that’s
kind of a gray area where you have to say, “Well, is it really worth the effort to go
shopping for different loans?”

Got it. I understand now. Thank you. How did you feel overall about the paperwork
signing process? Was it relatively painless? Was it more difficult?

There were a number of papers and it was explained to us what the document was that
we were signing.

So, they did explain it to you.
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Odometer readings and all these other things. Just kind of run of the mill things that were
presented to us at the purchase time.

You felt comfortable with what you were signing, relatively.
Yes.
Anything that made you uncomfortable?

No. It wasn’t unexplained. The person who was there took the time to explain the
purpose of the document and things like that.

Thanks you. Have you had any contact with the dealer since the deal was finalized?

To be honest with you, | don’t think so. Oh, there was one thing. Because it was a used
car, it was missing an owner’s manual. | drove the car and I said, “I’m looking at the
instrument panel. | don’t know how it works. Where is the owner’s manual?” | couldn’t
find it. So, we did have to go back and retrieve an owner’s manual. That was our initial
contact within about a week or so.

You said they followed up with a couple of additional offers, right? For some products
like an extended warranty?

That was more the || N | NN This is after. ..

What about the financing department? Have you had any contact with them since the
deal was closed?

Have not really spoken with those people. So, basically | think we both just kind of
moved on.

You haven’t had any problems with the financing, right? You told me you paid it off?

| made sure that...when I started receiving mail | was concerned at first that | wasn’t
going to be getting a statement in time to make the first payment because the finance
people had told us when to expect to make the payment, the first payment. The time was
getting close. It was like in the beginning of || or something like that. I said,
“OK, it’s getting close to that date but I’m not seeing any paperwork.” Well, it was the
next day that statement showed up. What I did was | created an online account, made
sure that they accepted the payment and everything was flowing smoothly, and then |
said, “OK, I’ve got enough money for the remaining balance. I’ll just go ahead and pay it
off.” So now I’m waiting for the title and all that stuff to come my way. But, so far I’ve
not had any difficulty.

Was placement of a tracking device ever discussed?
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R: Vehicle tracking device?

M: Yes.

R: | don’t think so. That would be, again, one of those technology things that 1’d be
interested in. You know, if you add sensors in the car | would be keenly interested to
find out what they’re trying to do with it.

M: But, nothing was discussed? You didn’t see anything about it in the paperwork or
anything like that?

R: No.
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OVERALL UNDERSTANDING

M:

M:

I 164156

Let’s take a few minutes if you don’t mind, and take a look at your paperwork. Can you
pull out the contract? We sort of discussed this but I’m going to go ahead and ask you
again. Is there anything about this sales contract that you find particularly confusing or
difficult to understand?

| have not really spent a lot of time looking at it. | felt fairly confident that I had a good
idea what was going on initially, so I did not spend a lot of time looking over the actual
details.

Glancing at it now, is there anything that jumps out to you as being confusing or
difficult?

The only thing | would raise a question about, | think, is all the NA’s. Looking at it and
saying, “OK, I’m buying a used car as opposed to a new car. Is this why all these things
say NA on them? Because, it’s a limitation or something that’s only offered with a new
car purchase?”

OK. You’re not really sure what the NA’s are about.

Right.

Can you show me where the monthly payment is on this document?

It would be, “Your payment schedule will be 36 payments at $174.95.”

What APR did you say that you agreed to?

That part 1 don’t remember, but I’m looking here and I’m seeing 3.09%.

| thought you told me it went from .9% with that deal to 1.9%.

Something like that, yes. That’s what | thought.

But here’s it’s saying...

It’s 3.09%.

Does it surprise you at all? Or, maybe you just misremembered?

| don’t recall exactly. 1 would have to go back and see if I could find something where
they had promised. | don’t know if they just took back the old paperwork and tore it up.

It would be interesting to compare what they had offered initially.

You don’t have that.
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| don’t think I have that with me. | think they kept it and just started this whole new
process here.

What about the down payment? Where does it say what your down payment...
Let’s see, “Your down payment of $10,000.00.”
OK. Was that a number that was suggested by you guys or did the dealer suggest it?

That was ours. We took the money that we had and we just kind of put it all together and
said, “OK, this is what we can come up with. What do we have to finance?”

What about the rest of these things? The 36 payments of $174.95. Are these things that
the dealer provided to you or the financing person or any of these were suggested?

Do what now?

The length of the loan and the monthly payments? Were you involved at all in
suggesting any of those figures or did the finances person pretty much lay that out for
you? Do you recall?

| think we were looking basically at the number of payment to try to get into a ball park
on the monthly payment. | think they had to do some calculations to come up with
something, you know...

Did you suggest 36?

| think it was our suggestion.

Are you familiar at all, do you know if they discussed a spot delivery agreement with
you? Do you know what that is?

| think 1 would have remembered that because I’m not familiar with that term right now
and | would have remembered it if it had been suggested and | would have been
questioning what is a spot delivery.

You don’t recall it?

| don’t recall that. No.

Other piece of paper is description of your credit scores. The second piece of paper you
provided?

Right.
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Did you fill out a credit application at the dealer? Do you recall?

No. That I don’t recall. I don’t know if they took a driver license and just went by the
name or what. | don’t recall specifically filling out something that would say it was a
credit application. | may have.

Do you recall if they ever provided you with a menu of additional products or services
that you could select from? 1 think you told me you couldn’t remember if they did that at
the time of the deal or not. Is that right?

Yes. I’m thinking that what | was doing was basically focusing on, you know, this is
what they were offering in terms of price. We weren’t really considering a lot of
additional options or add ons.

OK. So, it was irrelevant to you.

It was sort of irrelevant and I’m having difficulty remembering what they may have
offered in terms of additional services.
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OVERALL EXPERIENCE

M:

OK. That’s fair. No worries. I’m going to give them a few minutes to see if they need to
send in any notes about any additional questions regarding your paperwork, because
that’s sort of their forte, not mine. In the mean time, can you sort of summarize for me
your overall impressions of the entire car buying experience and if you had to do it over
again do you think there is anything you would do differently the next time.

Well, it was a team effort. It was me and my brother. He kind of...it"s his sweet spot in
terms of...(interruption-question from outside is delivered)

Go ahead and summarize for me and then I’ll follow up with this question.

For me it’s almost like entertaining to watch him performing, to go through the steps. 1
sure don’t know what the steps are. We have an afterwards discussion, you know, this is
what his objectives are, this is what he shoots for, and I’ve known him for some time so |
know pretty much what he’s about. It’s just watching him get into a showroom, an auto
showroom and start looking for the details that he’s looking for. You know, the best car,
the best deal, special financing options.

Did you learn from what he did? Do you think you could do that yourself the next time?

| can do it to some extent. | have purchased cars on my own and I’ve tried to replicate
that behavior. It’s somewhat effective for me, but since I don’t have the same drive that
he has, I’m not sure | could always be as effective. But, it’s fun to go into a showroom at
least knowledgeable about what services are available. So, if you don’t know, to have
somebody sit and explain some of it to you. It’s helpful. So, that’s the part that | look
for. If I have an objective in mind, which is to own a particular vehicle or whatever, am |
getting there through the discussion with this particular person?

| want to revisit something we talked about briefly at the very beginning, but I can’t
remember if you told me the reason or not. Why did you end up selecting that particular
dealership which, as you mentioned a couple of times, is so far from where you live?
The fact that we had done some research online and they had that car available.

They had the car specifically that you were interested in.

Yes. And so, we actually had some of the details..had a || ll or something that
showed the car. We weren’t looking for a new car, new models or anything like that so
we didn’t really make any inquiries about other vehicles that they had there for sale.

What online sources did you use to find that listing that was at that dealer?

Now, that would be a toughie because | was handed a sheet of paper. Somebody found a
deal.
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Was it an advertisement?

That I don’t know. | know it’s probably part of a lengthy search because | have a niece
who happened to buy a [} car just about the same time. So, maybe one of the
residuals of, OK, we’re doing the research, you know, my brother was doing the research
for his daughter and he said, “Oh, here’s a car that would work for me based on our
criteria, you know, low cost, reasonable, and readily available and not too far away.”

You were really just about that one specific vehicle. You weren’t really considering any
other options by the time you walked into the facility.

| had narrowed everything down. Like I said, | hadn’t spent a lot of time planning to
purchase a new car so | hadn’t considered any options. | didn’t have to go through that
step of saying, “Oh, do | want to buy a [[JJlif or do 1 want to buy a |JJli|>” You know,
the options just didn’t materialize. What was kind of thrown in front of me was, OK,
somebody else has been shopping for a car. Here’s one we found that’s available. Is it
reasonable? That was the scope of our research. To say, is this car going to work for us?
Or, for me?

Excellent. | think that’s all the questions | have for you. You’ve been really helpful and
you’ve been very pleasant to talk to. Thank you so much for your time today.

/[ end of recording //
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AUTO BUYER STUDY
171438

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

T 171435

What was the most recent car you purchased?

A I

What brand of car is that?

]

When did that occur?

B | 5ot the phone call, | think, the day we were picking it up.
When you say you got a phone call, what do you mean?

The phone call for participating in the study.

That’s so funny. Talk about fortuitous.

Right. Right. It was within 24 hours.

Tell me a little bit about what you liked, if anything, about your experience shopping and
choosing a car and what, if anything, you didn’t like about shopping and choosing a car.

Shopping for the car?
Yes, shopping.

Well, it is interesting to look at new cars. To go to the lots and see the shiny new
vehicles. We were replacing a || | BB that my husband had that had ||
miles on it. He just got over an illness and this was kind of like, we need to kind of move
towards replacing that car and kind of give him a little big of a boost at the same time
because of his illness. It was nice to go to the lots and look at the cars. | was looking at
other cars for when it comes time for me to replace my car. It was nice to see what was
on the lot and see what their prices are so | can start thinking towards the future.

Can you tell me what, if anything, you didn’t like about the experience of shopping for a
car?



Nothing really negative. It is a challenge to compare prices because things are just not
easily comparable because they are so many additional factors to...

Like what, for example?

There’s a price on a car but then there’s also discounts, and the dealer this, and that
articular site, and versus what’s available through || || | EEEEEE in general. 1 have a
_ credit card so | knew | had some points | could use. | also could possibly
have taken advantage of a frequent purchaser program. So, being able to price compare

was difficult.

Can you tell me what influenced your decision on what car to buy and who to buy it
from?

The decision to buy the type of car is just because we’re a family of | N We've
used them and had them in the past, like them, they’re good vehicles, they’re big. We
have property in | . My husband is . We’re
lugging stuff all the time. So, it’s kind of the brand. We weren’t looking for an
alternative brand.

It fits your needs. Is that correct?
Correct.

Where did you buy it from?

We ended up buying it from ||| G \\ - had purchased our

pervious [l there. But, we did look at 3 different places. So, the ultimate decision
was based on what we found at what price.

You said you looked at 3 different dealerships?

Yes. Two locally. | mean, |l isn’t close but it’s not far either. We thought it
was worthwhile going to see what they had.

Where else did you look?

We also looked at ||| and we also looked at [ G

Can you tell me, how long did the entire process take, from the time you arrived at the
dealer at which you bought your car, to the time you left, with or without the deal?

I’m trying to work back in time. | needed to be back in at home by 3:00 PM and we were
easily 45 minutes away. So, I’m thinking...we had started some paperwork and we
couldn’t finish the paperwork because I needed to leave. So, I’m now trying to
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remember when we got there. | think we got there around 11:30 AM or 12:00 Noon, and
left around 2:30 PM.

M: Was that the first time you went to that dealer for this vehicle?

R: Yes.

M: Did you go back another time?

R: The next day.

M: The next day. Very good. And, how long did you spend the next day?

R: I’m going to guess 2 to 3 hours. | could be more. It seemed like a long time.

T 171435



AGREEING TO A PRICE FOR THE CAR

M:

R:

T 171435

It did? How did you go about getting to a price for your car?

There was the price on the vehicle. There was a sticker price. It was not just the sticker
price. It was the big...because the sticker price was different from what was on the
windshield of the vehicle, which was less than the vehicle we looked at at the other 2 lots.
So, that was a, you know, that moved us towards that particular dealership. The car
seemed comparable to what we had looked at at the other 2 lots. So, getting to the price,
we also had to look at those 2 possibilities of applying my...because I never know what
does or doesn’t get applied. So, that’s part of the confusion. Was | able to use my

credit card points towards this? And/or was | able to use my...l want to
call it frequent flyer...points relative to also whatever the discounts were that the...

Could you use your rewards card?

Could I use them (inaudible)? Exactly. I didn’t know if it was one or there other. As it
turned out | couldn’t use them both. So, the value of the ] credit card points were
more valuable. We also had a trade in. So, that was the other thing, was the value of the
trade in, which was also...they gave us a little bit more than what the other dealer was
willing to give us.

We’re going to talk about the specifics of that in just a second.

So, getting to the price, there was a price on the window. Then, we had to know what to
apply. We had to know whether there was an additional, | think, || JBlil discount that
did or didn’t apply relative to what type of financing we had. So, if we took || | | |l Gl
financing it was one price. If we got our own financing it was another price. They would
take more money off. So, it was a lot of that type of dynamic to the price.

Why don’t you tell me the end result of all this. What did you decide to do? Did you

take the || ]l financing?
I inancing. Yes.

with the [l financing, what did they tell you the price of the car will be, along
with your trade in, right? Is that what you...?

Along with our trade-in and along with the credit.
Tell me how that all worked out.
The process was that they gave us a sheet and said, “This is how much the price is going

to be and this is what your monthly payments are.” The price that was on the chart did
not look accurate relative to what we were being told the discounts were and the price



that was on the car. So, | had to make the dealer kind of go backwards to explain,
relative to that price here, how did we get to here?

What did he say?

He (inaudible) and I said, “You need to put this on paper.” There were taxes, there was
delivery fee, and you know, they weren’t like a lot and there was also...the (inaudible)
had also made a mistake in the pricing.

What do you mean? What kind of mistake?

| was trying to get him to start with the number that was on that windshield and show me
what they added or subtracted from that relative to our trade in, our points, taxes, etc...
That’s where | wanted to go. When he started working back, he was starting at a
different number. I think that the number he was using was based on...I can’t remember
what his excuse was, but he was, “Oh, | got that wrong. Let me go back and let me fix
that.” So, yes.

It sounds like there was a lot of discussion back and forth about what the price of the car
was going to be because of all the different things that you had to work with. You had
your trade in, you had these points from your ||| | BBl credit card, you had
specific financing that was affecting all these.

Correct. And there was also the [JJJ|j...whatever |} overall, not just the
dealer, but || had some additional incentives. Those incentives depended
on financing also. So, I guess that fits into that financing thing. There were a lot of
things up in the air to get to what the price was.

Did you get your financing through the dealer or some other source?

Through the dealer?

Did you look at financing at other places to see what the percentage rates were at other
places?

No, because they were offering zero percent financing which is what | wanted.

Fundamentally, off the top of your head since it was late i}, can you tell me, do you
remember what you paid for your car?

I’ll look it up. The amount we financed or the amount we paid?
The amount you paid and then we’ll talk about the amount you financed.

Forty-nine, two ($49,200.00). That is without the discounts, etc... When you say, “paid
for”, see that’s what | paid for.
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What was the price of the car?
The price of the car was $49,286.00.

Can you tell me what, if anything, you liked about the experience of obtaining a final
price for your car, and what, if anything, you didn’t like about the experience?

I don’t know that there was anything | liked about the experience. Of finding out what
the price is of the car? Is that what you mean?

Yes.

The confusing of...it would be useful just to have a consistent sheet, you know, because
almost every document they gave me had the same numbers in different places applied
differently. So, me trying to figure out and compare apples to apples and to know what is
or isn’t being charged or what is or isn’t being applied was very difficult. 1 made...I kind
of do paperwork (inaudible) joking. 1 think it’s that way for most people. There was a
lot of verbal, “You get this, you get this, you get that, and we’re going to take away this,
and you need to add in this.” And, I’m like, “This is all meaningless to me. | need to see
it written down.” And then when it was written down it was in different formats in
different places.

So, if you gave me one summary statement of what this was for you, what would you
say?

Non-transparent.

Thank you very much. Now tell me...

He also kept saying, “I wouldn’t cheat you, | wouldn’t cheat you. We want our
customers to come back so we’re not going to cheat.” It’s like, that just...you know, of
course you wouldn’t cheat, you know, what a silly statement to make.

Do you remember what the sticker price was on the car? Did you tell me what that was?

No, | don’t remember. | don’t even think | saw the sticker price on the car because we
were going based on the...I don’t know.

| though you said there was a sticker price.

There was a sticker price on the car but that didn’t include the [} discount. So, there
was a sticker price and then there was a ] discount special sale applied, which is what
they put on the window. So, my guess is the sticker price is probably that $49,000.00
that | just quoted you.
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And that ] price, do you remember what that was? That special |||}
It was something like $37,000.00. Thirty-nine thousand ($39,000.00) I think.

Did the dealer indicate to you at any time that you’d get a better price if you agreed to
certain conditions?

Better price than what we ended up paying?

A better price in general than what you had been discussing. In other words, you were
discussing a certain price and did he ever say that you could get a better price if you did
X, Y,orZ?

Yes. We could get a better price if we didn’t use the zero percent financing.
Alright. What was your reaction when he said that?

| had him show me what the...compare the monthly payments based on zero percent
financing and ball park outside financing.

You said you traded in your prior car. Can you tell me how was the trade-in price
determined on your car?

It was, | guess they used the Blue Book value. They had a particular value and then they
had to start deducting based on condition of the vehicle and mileage on the vehicle and
that’s how they came down to what the number was.

Do you remember what they gave you?
Sixty-five hundred ($6,500.00).

Did you, before you went to the dealers, do any of your own research about what you
could get for your vehicle or did you know that what they were telling you they’d give
you for the vehicle was in the ball park of what you could get for it?

My husband did a little bit of research on what was in the newspapers, etc., or online for
h of that year. But, because there are so many options on vehicle and then these
other factors with the...l don’t think he was comparing the mileage or the condition of
the vehicle. So, he had a number in mind that was like, in the teens. 1’m pretty sure it
was in the teens he was hoping to be able to get. The fact that the other dealer had come
in at $5,000.00 and then this dealer said $6,500.00, he was annoyed at the $5,000.00 and
happier with the $6,500.00 that it was understandable based on what they told us with the
mileage numbers.

So, he thought maybe he could get it in the teens somewhere.



R: He was hoping to get closer to the double digits. Yes.

M: OK.
R: He didn’t put up a big fuss.
M: Did you owe any money on your prior car?

R: No.
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OBTAINING FINANCING

M:

T 171435

Now let’s talk about how you paid for your car. | heard you mention that you financed
the car through the dealer. Tell me a little bit about the financing part of this. You spent
your time initially with your sales rep. Is that correct?

Yes.

What happened after that? Did your sales rep handle your financing or did somebody
else handle your financing?

They had a finance manager.

Was that finance manager working with you in the same area that your sales rep worked
with you or somewhere else?

Oh, you mean the physical location?

Yes.

Yes, it was the same place.

The same dealership, but were their offices together?

No.

In a separate place, then.

Yes. Separate office.

Separate office. OK. Can you tell me overall what you liked about the experience you
had when you were dealing with the financing department? And what, if anything, you
didn’t like about that?

It was pretty systematic. There was a lot of paper and it was all done electronically.
What does that mean, it was done electronically?

He had this tablet where all the documents were basically similar to the, you know, when
you check out at a [JJij or a store anymore, when you’re signing with your finger on
the register.

When you signed these documents you were signing on a tablet.

Correct.



You didn’t see any of these papers’ hard copy until he printed them out for you?

He didn’t print them out. He gave us the option. He said, “We can print all these out for
you and give them to you or we can give you this thumb drive.” So, I took the thumb
drive.

OK. Great. When you were going through the financing, let’s talk about the process a
little bit. Did the finance person, he or she, sort of stipulate or state for you the various
terms of the financing? Or, did you state to that person the terms you were looking for
for your financing?

The terms for the financing were already agreed to in the course of signing the documents
to purchase the vehicle. So, by the time I got to the finance officer that paperwork was
already done on zero percent financing.

You signed papers with your sales rep initially?

| believe so. Yes. We signed some documents to hold the car. | can’t remember what
that was, but I’m pretty sure it was the initial sales documents we signed with the sales
rep, and then to complete the purchase we had to come back the next day, and we did that
with the finance person.

Tell me a little bit...you went to the finance department the next day and you went into
that office and the operative was the zero percent. Was there anything else discussed?
Like, the number of payments you were going to be making or the amount of your
payment?

No. That was all clarified the day before with the sales rep.

OK.

And, based on the terms that we agreed to in the purchase.

Did you stipulate the terms you wanted or did the salesman?

No. | justsaid, “Zero percent.” | don’t even remember them saying whether it was 5
years, 7 years, or whatever. | think it was...l don’t even remember them because it really
didn’t matter. | guess when they showed us what the monthly payments would be, based
on zero percent versus 4.5% or whatever, those were based on 60 months. | never said,
“l can’t do that. We need to draw them out longer or whatever.” We never had that
debate.

They basically said, “At zero percent you’ll be paying this for 60 months.”

Yes.
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Did they tell you what you’d be paying on a monthly basis?
Yes.
Do you remember what they said?

They had showed me 2 options. Because, one was with financing at zero and the other
was at a percentage rate. So, what we agreed to was the zero percent, $566.00.

Five Hundred Sixty Six ($566.00) a month?

Yes.

Have you paid your first monthly payment yet?

No.

Can you tell me, at any point, were you aware, or not, that you could negotiate these

various aspects of the financing, like your monthly rate or the number of months you
could pay off the loan?

Not really. |1 mean, maybe, | mean, it just wasn’t, 60 months was kind of standard, what |

was used to, it just didn’t occur to me.

Did anybody, at any point, either yourselves or your car sales person or the finance
person, mention anything about refinancing the vehicle or renegotiating any aspect of
your deal?

No.

T 171435
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ADDITIONAL PRODUCTS AND SERVICES

M:

No. OK. Can you tell me, at any point in time, did your sales rep or did your finance rep
offer you any additional products or services to purchase?

Yes.
Tell me about that whole experience.

In the finance officer’s place we had options to get a service plan, the extended warranty,
that sort of thing.

How did you respond to those?

| said, “N0” to everything just because | had buyer’s exhaustion by that time.

Is that the reason why or is there other...

That’s mostly the reason why. My general inclination is to say, “No” to such things.
Why is that?

Because | just...1 think that I’m just programmed to be suspicious. Not to be suspicious
but just to question the value of those things. It’s not that I think they’re terrible plans,
but other than GAP coverage, | know to avoid that.

You do know to avoid that?

Yes.

Why do you know to avoid that? What is it about that?

| just think that it’s a scam.

You do?

Yes. We always...lI mean, if you’re buying a car with no money down or whatever,
maybe, but I just don’t...1’m not inclined to buy all the extra stuff that people want to sell
you when they’re selling you stuff. 1 also have an innate thought of, you know, when
they try to say, “You’re going to need this extended, you know, this extended warranty
would be great because if X, Y, and Z should happen.” It makes me think, you know, if
the car is that crappy...if you can’t trust the car to last longer than this time, what does

that say about the car?

OK. Can you tell me, at the time they were trying to offer you these products and
services, did they tell you what the price of each product was? Do you recall?
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R: Yes.

M: Do you remember?

R: No.

M: If I’m to understand you correctly, you didn’t purchase any of those products.
R: Nothing.

T 171435
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CONTRACT AND POST-PURCHASE

M: Did you have an opportunity to review your paperwork before you signed?

R: Not much of one because it was all electronic.

M: Do you recall how you and/or your husband reviewed it when you...since it was online
and you didn’t have it in front of you to sort of stare at, do you recall how you reviewed
it?

R: Skimming.

M: Skimming.

R: Yes.

M: Give me an example.

R: It was on the screen so...

M: Was it facing you?

R: Yes.

M: So, it was on a screen...

R: So,...

M: What, if anything, did you look at on those pages? Do you recall?

R: Definitely not the detail. And, the finance guy was saying, “This is what this form is for,
this is what this form is for, this is what it means.” He was interpreting everything for us.
So, there was trust involved in that. Certainly, when it came down to
signing...depending on what the form was for, | looked at the key points relative to those.
Like, what the price was, what the monthly payments were, what we were declining, you
know, that type of thing. But, not the small print.

M: Fair enough. Can you tell me what, if anything, what was your impression overall?

What did you like or dislike about this part of the process? Sort of the contract signing
part of the process.

R: That went on pretty well. 1 mean, I don’t think there was anything...l don’t have any
negative...l don’t recall any negative reaction to that. It actually went by pretty quickly
and easily.

M: Can you tell me, since you purchased your car, have you had any contact with the dealer?
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Yes. They contacted us because they had made a mistake in recording the mileage on our
trade-in. So, they had to send us documents that we had to sign and then get it || i} d
back to them. So, there was that.

What was the mistake? Do you remember?

They put the wrong mileage down. That was all.

In your favor or not in your favor or did it matter?

It didn’t matter to us. It was just an issue of having accurate paperwork. They have sent
a thank-you card and 1I’m going to guess they sent a survey. But, that would have gone to
my husband’s email, not mine.

Have you had to bring your car in for any reason since you purchased it?

No.

Was there anybody at all who talked to you about having to change anything on your deal
since you left the dealership?

No.

Did anybody, at any time, when you were at the dealership, mention anything about
putting on a tracking device on your car?

No.
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OVERALL UNDERSTANDING

M:

Now, I’d like to spend some time going through the paperwork. Since you have your
original copies there, would you mind going through it at the same time? That way | can
look at what you’re looking at. Let’s go with this document first. 1’m going to show it to
you and if you would pull out that document. You’ve got this one, right?

Yes.

Very good. Thank you. What’s the title of this document?

It is the Retail Installment Sale Contract Simple Finance Charge.

Can you tell me, overall what do you think is the purpose of this document?

Financing terms.

The financing terms. OK. So, now I’m going to ask you to do the following things. The
first thing 1’d like you to do is point to the monthly payment. OK. Can you read it out
loud? What is it?

Five hundred and sixty six dollars and fifty-six cents.

Was this the monthly payment that you were under the impression you would be paying
for this car?

Yes.
So, it wasn’t any different than what was discussed in your meeting with your...
Correct.

Can you tell me, in general, looking at this form, would you say it’s easy to understand or
difficult to understand?

Easy.

Did you at any time negotiate that monthly payment with the person you were talking to?
No.

Now | want you to point to the APR. OK. What does it say?

Zero.

Again, was that what you expected to see on your paperwork?
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Yes.
Was there anything particularly easy or difficult to interpret with regard to that number?
No.

Alright. Can you tell me, one of the things I’m curious about is, was that the rate that
they were advertising to you or did you go into the dealership asking for that rate?

They just offered it as an option. | know they had another rate that they said...another
estimated rate that they said, if we were going to finance through them, that would apply
if we took a different option of the cost of the vehicle. But, even that was a potential rate
because it would depend on our credit history.

Length of payments. Can you point to that on that document? OK. And, what is it?
Fifty nine plus one because the last payment is a few cents different.

Again, was that what you expected it to be?

Yes.

Now | want to ask you, did at any time...I’m going to quickly look through your
documents here...at any time did they mention a spot delivery document or agreement?

Not that | know of.

OK.

| don’t know what that is.

I’ll read you a little paragraph and then you can tell me whether they discussed it with
you or they didn’t. A spot delivery agreement is an agreement that the dealer will show
you if you’re going to leave the lot with the car before your deal is finalized. So, in other
words, if your financing is not quite set, or the deal is not quite finalized, they have a
document that you can sign that basically says they are giving you the right to leave the
lot with the car.

No, | don’t remember that.

Thank you. I don’t see it in your pile. I think that’s it. Now, I’m going to have you turn
the page on your retail sales installment contract to the last page where all the things are
itemized. Do you see that?

Yes.
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Let’s look down that list. Is there anything on this list...tell me what these numbers stand
for as you’re going down the list. The $6,500.00 for example. What is that number?

That’s our trade-in.
The top number, the $48,607.45?
That’s the cost of the vehicle.

Can you tell me what the $8,792. 34 is?

That | don’t know. It could be...OK...that is the ai)pllcatlon of my |l points from the

credit card, plus the discounts from
So, that’s a total of $8,792?

Yes. Because, combined, those 2 combined were supposed to be the deduction from the
cost of the car.

The $48,607 they then took $6,500 off for your trade-in and then another $8,792 for the
points on your card.

Plus, the | discounts.
OK. So, there was some discounts that people would get.
Right. The special deal. It gets to that transparency issue.

OK. Very good. There really are, other than your || | | | | Q EEEE tax, and the
processing fee, those are the only 2 numbers that are further down on that list. Correct?

Yes.

Anything else on this form?

Is there anything else on the form?
Yes.

Nope.

OK. Then you showed your certificate of title and registration so we don’t have to go
through that. What’s the delivery receipt? Do you see that document?

This.
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So, what is it?

| believe that what this basically says is that they’ve have given us possession of this
vehicle.

OK. Then, last but not least, | see there’s a document here that shows...the title of the
document...there’s no title on it.

No liability insurance included?

Yes, that one. Thank you. Is the price of the vehicle the same as what was on your
contract? This one says, “Total delivered price, $49,286.10.”

No, it’s not the same.

Do you know what the difference is?

Well, the cash price up here, so it’s $49,607. Total delivery price is $49,286 and I’'m
assuming that, OK, so $49,977...so, | don’t know why there’s...yes, | don’t know.
They’re not the same numbers and I don’t know why. | think that it’s a reflection of, as |
said before, different numbers on different documents included in different places. But,
the balance due on delivery number is the same.

What does that mean for you?

In terms of the amount that we’re actually paying.

Paying. OK. And then I see the | customer incentive and [JJl] acknowledgement
page. Take a look at that. What is that?

This is the combination of the items that is giving us, either
B o me, | guessit’s , giving us as a discount relative to my

points, the overall special dealer discount, etc.. That is that number I had pointed to
before up here. So, it’s the combination of those factors.

It’s the total number of what? What’s the number?

Discounts that || | | | JEEE is applying to the cost of the vehicle.

What is the number?

Eight thousand, seven hundred ninety two dollars and thirty-four cents ($8,792.34).

OK. So, that number appears both on your contract and on this separate page that they
gave you, (inaudible) that’s what goes into this.
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R: Yes.
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OVERALL EXPERIENCE

M: Very good. We’ll see if they have some additional questions. So, the only thing | have
left to ask you is if you were to summarize for me your overall experience of purchasing
and financing a car, how would you describe that experience?

R: It was a pleasant experience in terms of dealing with the people that were at the
dealership. Again, my only criticism or things | would have liked to have gone smoother
was a clearer description of costs, discounts, bottom lines, etc..

M: That’s all I have for you and | guess they don’t have anything additional. So, we’re good

to go. Thank you so much for coming in today. | really appreciated it and | appreciate
you bringing your paperwork. That was very helpful.

// end of recording //
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AUTO BUYER STUDY
146748

INTRODUCTION / SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

I 1 <6748

Could you state your first name only.

B but 1 usually go by [l

Okay, that's easy for me. What is the most recent car that you purchased?

We bought a || G i B of this year. So, it was my wife and | and

our kids.

How old are your kids?

I so. - little extra money always helps.

Yes, it definitely does. Tell me what you like, if anything, about your experience
shopping for and choosing a car.

I mean to be honest with you, I'm not a super car guy, but kind of like a point A to point
B, don’t need a fancy nice car. We really had to shop for this car, because our current
family car was breaking down. It was an older car, an . Anyway, we had an
i, it was a great car, but it was getting old with miles on it, and every
other month we were sinking money into it. For shopping, my wife was dead set on
going out of a van going into SUV, so | didn't have a choice. 1 like the ||l the
minivans, because they're just so practical, and you can do so much with them and fit so
much in them, people and stuff. But, she wanted the SUV. So, we started shopping. We
went to... The biggest concern | had was credit; | didn't know if my credit was good
enough to get a car or even a decent deal for a car. So, we went to a [JJJj dealership.
Well actually, we started shopping around, went to a couple of different dealerships, went
online, did a combination of both. The first dealership really didn't want our business, he
didn't call me back, he was not killing himself to earn the business contact, and I'm a
sales guy, so I can appreciate that. The second dealership really, really wanted to do
business with us and kept calling me back, so that's why we used them.

And which one was that?

The first one was |||

And where was the first one?
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It was right across the street, but | can't remember the name.

That's fine.

So basically, we looked at the || ]l and the . 7he I vere super

expensive. | mean I'm not paying $50,000 for a car, it's not going to happen, | don’t want
to do that, | don’t feel we had to do that. So, we started looking at ||| |} ] and those
can be really expensive too. So, instead of going for the big extended version, which is
an extra foot and a half, which is more trunk space and || ||| | | NEEE more. So, we
just opted with the smaller, still huge car, but the smaller huge. We actually saw a car
from |l online, you know, online with one of the other stores. We had it shipped
over, driven over to his store. We drove it, we liked it, I think we bought it within the
same day. It was very fast.

One of the things | was going to ask is from the time you got to the || Jli] dealer, to
the time that you left the dealer, how much time did you spend?

On that day, two hours, once we were there. Not that long, not nearly as long as | have in
the past.

Why do you think that is?

Well, they had already did the whole credit thing, gone through our bank, everything was
done. Then we started to negotiate. Well, can we put down $2,000? And we eventually
settled on $5,000 down payment. So, it was that just a little bit. There were these sets of
paperwork we had to fill out. They got the car ready. So, it was standard, but not
sterling, so it wasn't too bad. They were really flexible because | said I couldn't do my
down payment until Friday, we were there on Wednesday, and they said we could take
the car, no problem. They said to bring the money in on Friday. So, that was pretty cool.

was pretty easy to work with. And they have the warranty [JJi; that was
something we really liked |l as 1ong as we serviced the car with them, they
warranty the car, and it's for everything.

You didn't have to pay extra for the warranty? It was part of the deal?
Well yes, | think it's part of the deal. They have a warranty i deal.

We'll look at your paperwork in a little bit and we'll see what's on there. Was there
anything you didn't like about your experience at | JJflj when you were buying this
car?

No, because we've been through this deal before. They're pretty aggressive and all that
good stuff. I'm a sales guy already, and we were ready to buy a car. We weren't
shopping at this point, we wanted to buy a car. We had the money to buy a car. What we
were most concerned about was the credit-financing piece. We had gotten throughout the
years, just for whatever reason, it happens to everyone, our credit got bad. My wife told



the credit manager, oh, it's not too bad, you should pull it. It was better than | thought.
Maybe it was because | had so much stuff under and I'm still making payments, always
making payments on some stuff. But somehow it works itself out. It ain't the greatest. |
think it's 9%, 9.9%, it ain’t the greatest, but it was 12%, maybe not, but it was not the
worst.

I 1 <6748



AGREEING TO A PRICE FOR THE CAR

M:

And we're going to get into the nitty-gritty about that. How did you go about getting to
the price of the car that you purchased?

| told him my payments are at X, and | think it was $650, that I'm not going a nickel over
$650. And at first it was like, $700, $800, just high at first, and I'm like no, if you want
to do it, $650. And then, at first the interest was high, were just kind of going back and
forth, and a lot of that, we weren't sitting at the dealership, those were phone calls.

Oh really. So, you weren't even at the dealership.

Yes, with cellphones now and the technology, it's gotten easier. Five, ten years ago, you
were at the dealership. You sit down for the BS, then they walk out. And then they come
back and forth. The guys were pretty straightforward, the sales rep was calling me.

So, the deal was cut over the phone, is what you're saying?

Most of it was done over the phone, yes.

So, you told them that I'm not going to spend a nickel over $650.

In payments. And we stretched it out to 72 months and | had no problem with that.

Did you tell them that or did they say that?

No, I knew that it would probably go that way, because I knew the price of the car. We
started to do the math. With a calculator, you can do all of that now. You can do your
homework, but you have to have the interest rate.

But in terms of the price of the car itself...

It was 34, | think. That's it, man, we're not going anymore, just give me the payment, and
we kind of went back and forth.

Did they just tell you what the price of the car was?

Of course, | tried to haggle it a little bit, and they're like, that's it. That is what it is, no
room to haggle anymore. | think |l is sort of a non-haggling kind of dealership,
especially with used cars. | think with new cars, and you're bringing in a lot of money,
you might have a little bit of room, but in this day and age, the haggling of car dealing is
sort of gone. 1 don’t think it happens as much anymore. | think they go as low as they
can go, because there is so much homework you can do online, that if they're trying to
mark it up 20%, you'll figure it out, you know, just by going online and looking stuff up.
So, I mean that game has sort of lost its momentum just because of technology alone.
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M: That's interesting.

R: Yes, and it makes sense.
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OBTAINING FINANCING

M:

R:

I 1 <6748

Was there anything in particular that you liked or didn't like about the pricing aspect?

No, I mean | was concerned that they would not come in, but they actually came in at 25-
bucks less. 1 got it down $1,000 because he wasn't able to get me the 5% or 4% because |
don’t have perfect credit, but the finance guy worked with me to get it done. The only
think I didn't like about it was he pulled my credit like 20-times, looking for multiple
creditors, which I thought it was only going to be once, but it was like ten or fifteen
times. It was a lot. It was anywhere from two to four to six weeks later, you know,
(inaudible) applied for a car loan, we can't work with you, that was him doing that at the
dealership.

And your reaction that he applied multiple times to get your credit score...

He applied at multiple finance places to find one, and | had bad credit, so | feel kind of
into a different bucket. At the dealership, there is like a main dealership, where all the
brand new shinny cars are, and | got a nice car, but all the brand new cars. Then there is
the place next door for people who are not with perfect credit, like you roll in there and
they help you out. It's in a separate office for that. But, my credit was not as bad as |
thought it was to begin with, so | mean | can get it, but it's not good of shape right now.

Did the dealer indicate to you at any time when you were talking about the pricing of the
car that you can get a better price if you agreed to certain conditions?

No, | mean because going in there, | knew my credit was okay, and | didn't have $20,000
for a car. $5,000 was as much as | was going to put down, and I didn't even want to put
that down, but we wanted the car.

Did you trade in your prior car when you bought this car?

| kept my old van that I'm driving, and my wife drives the good car. | had a very old
, and it was so crushed, we sold it for like 300-bucks.

Was that with the dealership?

No, they were like we'd pretty much give you nothing for this. So, | had a tow truck
come and pick it up and I think it gave me like 200-bucks. It's more practical for us,
because when | drive, | can drive the kids around in the van. You know, || llGz
. e 're all over the place.

Yes, | remember those days. How did you pay for your car?

| put a $5,000 down payment and then it was financed through || | | | Il The
dealership did it for me, but it's was through || | | |



Very good. Any issues regarding the financing in terms of how that went?

| just had to show them a paystub and that was pretty much it. It was proof that | make
what | make. That was it.

You went through the dealer for financing, did you try going elsewhere for financing on
this car?

No, I figured at the dealer, if | was going to get a car, it would have been the easiest way
to get it.

What does that mean the easiest way?

Well, if you go through a private, and this could be just my perception, I'm not an expert
atit. But, if I were to go through, let's my car insurance company, or online, they
probably would have given better credit, and | have okay credit, and the car dealership
was working hard to get it for me, because they're the ones who sell the car. 1 don’t think
the i or someone like that is going to make much money off me.

Okay, so you have started to tell me what terms you had discussed when talking to the
dealer about your financing. And the number one things sounds like: here is what my
monthly payment is going to be.

Yes, for it was payment. | couldn't go over $650 a month, and still, that's kind of a hefty
payment. | was crunching numbers and that was about as much as | wanted to go.

So, that was the main term you wanted.

| don’t have a car payment on my other car, so | could give a little bit bigger payment that
| could do. $650 is the most I've ever had on a car payment. | didn't want to break the
record.

And the other terms, APR, and the number of months.
Yes, | knew | had to stretch it out on the payments.
Did they recommend it, or did you tell them?

No, | said to get it to $650, that to get it to my perimeters, it might have to be 72 months
or a little bit lower. I think the original interest rate they gave me was 14.9% and the
payment was like $850, and it was just typically way off the charts. And they get money
off the financing, their percentage, guaranteed. That's how they make their margins. It's
not off the $1,500 off the actual car, it's probably off the interest rate. So, they started
high, this is how negotiations go, but | wasn't going to cave in. | wasn't that desperate to
buy a car that week.
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How do you know all of that? How they make their money off the finance loan?

Well, a couple of people | know in my neighborhood, and it just makes logical sense.
Right. I mean I'm not 100% sure, but I'm 99.99% sure that if they're charging me 14.9%
versus 9.9%, and that is a $200 per month difference, well, whose pocket does that fill?
Probably a small percentage to the finance guy, the people who actually finance it, the
rest goes back to the dealers, so it's kind of...

Okay. At any time, either you or the person you were working with, the dealer, mention
the possibility of refinancing the vehicle?

Yes.

Oh yes. Tell me about that.

Well, my wife's has the bigger trunk space in it, | think do like it too, but it's got to be
more expensive, so they basically said, keep your car under 80,000, get your credit up a
little bit, come back in and we'll refinance it in a year, which we probably might not even
do, but we have that.

If you refinance, they're give you a different car?

Nicer car.

So, they'll exchange your car, not just refinance.

(Inaudible) the car is $8,000 more, they'd have to roll that into the interest rate too, so it
would all come together. But we'll see.

And they told you that.

Yes.

And what was your response when they told you that?
It was like great, honey, now...

Happy wife, happy life.

Exactly. Money is funny only when you have it. And I don’t want to be house or car
poor, you know.

Very good. And who told you that information? Was it the sales rep or the finance
person?

| think it was both of them. It was a pretty casual conversation.



Okay. And if you were to refinance the car or renegotiate the contract that you have,
where do you think you'd be doing it?

I'd go right back to them, probably. The difference between 9.9% and 5% is probably not
that much. So, I don’t know how much sense it would make. But they kept saying these
cars hold their value, it's something we could do. You know, I think at that point they're
going to tell me whatever they need to tell me to make me comfortable to sign the paper.

| think that's possible.

And you said you'd probably be trading in this one...

| would just trade this one to get a bigger one, the |}, just the extended trunk,
everything else inside if pretty much the same. 1 don’t know, maybe it's a |JJfj instead of
. ond the inside, the screen looks a little different. All the bells and whistles in the
car we have now already, rather than the sunroof.

Can you tell me at any time you were at the dealer either with the sales rep or with the
financing person, was the finance person you were dealing with, did you talk to the
finance person in a different place?

No, the sales guy's desk was like here, and the finance guy was probably one room past
the people who listened to us, but it was all in open space; you could see them both. So,
yes, some of these space, right, there is the sales room, then you go around the corner or
up the stairs with the closed door with the finance guy, but no, this was a pretty open
environment.



ADDITIONAL PRODUCTS AND SERVICES

M:

I 1 <6748

Can you tell me, if someone at the dealer, be it your sales rep or the finance person
offered you any additional products or services to purchase?

I'm sure they did, but I said no to everything, because they do warranty i}, so that's a
big one. Hey, for $4,000 we’ll give you [l warranty, but theirs is a warranty [l
It's just part of the deal. | didn't care myself to look, because | had my payment, and they
actually brought my payments down. | knew the price of the car was okay. | mean | was
comfortable.

Did they try to sell you anything else?

Well, I'm servicing the car there to get the warranty, so every, whatever, 50,000 miles
when you get that service, that’s what | have to do to keep the warranty. So, that's
probably one way to keep their customers to keep coming back and servicing their cars.
When you go in and service your car, do you have to pay anything for the service?

| think the typical dealership service is at least 50,000 miles, | don’t know what, that
maybe they rotate your tires, do the oil, maybe change the sparkplugs, | mean it's
probably going to be $400, $500 bucks, but every 50,000 miles to do it, you know, it's the
family car.

So, the point is that you don’t have any kind of contract that covers the cost of those
things.

No.
Okay. What about GAP coverage? Did they ever mention GAP coverage?

| think they did, but I said I didn’t even know what GAP coverage is. Yes, | don’t even
know.

Okay.

Do you know?

Yes, it's a coverage where you buy your car, you leave the (inaudible) at the car, and you
get into a major crash, but you haven't even paid off most of your car, so you don’t really
have enough insurance through our insurance, they will pay a certain amount of money,
but there is all the money that is still left on your loan.

Okay, so it covers the GAP?

Yes, it still covers the GAP.
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R: I've never done that, ever.

M: Do you know if you have that through your insurance so or no?
R: No. Hope I don't get in a wreck the minute | leave the garage.
M: Did they tell you how much it would cost?

R: No. | sure they did, but I didn't pay attention to it.

M: Is there anything you like or don’t like about the discussion that you had with either the
sales rep or the finance person, for these addition products and services?

R: The sales guy.

M:  Was there anything you liked or didn't like in particular about the discussion of these
additional products and services.

R: No. I'm neutral, | mean there was a lot of discussion about it. A lot of the service their
cars, everything is included, right.

I 1 <6748
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CONTRACT AND POST-PURCHASE

M:

I 1 <6748

All right, let me ask you this. Did you have the opportunity to review your paperwork
before signing?

Yes.

Tell me how you did that. How did you go about reviewing the paperwork? First of all,
was it hardcopy paperwork, or did you do it on a computer?

| signed this, they made three copies.

That's what you had?

Yes.

Did you do it on a computer screen?

No, it was hard paper copy.

Good. Did me how you did it.

That was the main contract with other little things you had to sign-off on.

Do you remember what those other little things were?

No. It was just a few sheets.

Show me the main idea of how you did it.

The agreement after they explained it out, then I signed it here. You know, your car is
45...no payments, I'm sorry, the amount to finance, the car are $33,656, there was the
finance charge, there is the...they went one by one.

Tell me how you felt about the say they did that. Did they do a good job, not good job?
It was fine.

When you looked at this paperwork, were there any blanks?

There was one thing | wasn't sure about.

And what was that? Do you remember?

Yes, I'm trying to find it. It was like a finance. Optional debt contract. Maybe | did get
the GAP insurance. Here you go. Processing fee, they said | needed that because my

12



credit wasn't perfect, so we had to add that in, which you know, | was fine with. That
was the big one right there. It wasn't a huge amount. 1 guess | do have GAP insurance.
Okay.

Do they didn't really explain what that was?

Maybe that's a good point that they put that in there, though I didn't really get an
explanation. So, maybe they're just throwing that in there without telling you.

| was going to ask, did you even notice it when you were reviewing your paperwork?

No, we were pretty excited about the car. So, let me talk about it now that I notice. So, if
| do get into a wreck, | have it, it looks like. So, if | get into a wreck $850 divided by 72
months, that's not a lot of bucks a month. | mean it's not bad. | can't argue with that.

All right. Do you think you're paying any interest on that?

It's everything on this, so yes.

Okay. So, will it end up costing you a little bit more than...

$11.50. So, it's not a crazy amount.

And you're okay with that?

Yes. Especially if you told me right now that if I got in a wreck right now | wouldn't be
covered unless | had that insurance, so it's not bad.

Okay. Let's me ask you this. Have you had any contact with the dealer since then?

Yes.

Tell me about that contact.

Well, we took care of the tags and all that stuff, and in the past I've had to do that myself
—the license plate and tags. They did all of that; all I had to do was pick them up. It's
included in this. | pay for all of it, and I'd had have to go to DMV and pay for all of it out
of my pocket, which I have done in the past.

And how did you feel about that?

It was great. It really stinks to ever have to step into one of those places. It's a pain in the
butt.

Any other reasons you've had contact with the dealer?
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| mean there is a ton of buttons in there and we didn't go through the car and look at each
button and figure out what it was. So, my wife and I, we open up the book and some of it
we figured it out and some of it we didn't. So, | came back probably twice to ask a
couple just standard questions about the buttons on the car. And it's all under our
warranty, so it's all good.

Overall, would you say your interaction with the dealer since you purchased the car has
been good or not good?

It's been great.

During your course of your conversation with the dealer, was there any mention at any
time about them placing a tracking device on your vehicle?

No. Why would they do that?
| don’t know, but I hear that sometimes they do that.

| have not experienced that. And I would want to know why someone is stocking me,
and | would not want that.

Okay. So, they didn't tell you they could do that.

Well, we can connect our phone to the car with the nicer technology now. My wife does
it, but I don't do it.

Do you mean GPS?

Well, you know, listen to (inaudible). You know, the GPS in the car used to be awesome
ten years ago, but now there is GPS in every single person's phone, so you don’t need it
anymore. It makes no sense. You know, in our van, we have a TV where the kids can
watch TV. That used to be cool, but now that they have to download it to phones, they
don’t need it, you can just download stuff on the phone. You can download |l on
the phone for a movie, and it has just totally changed the game.

Okay. | would like to know if you got a document, and | don’t think you brought it in,
and it's one of the reasons | want to ask you about it. So, a document called a spot
delivery document.

It does not ring a bell.

So, the spot delivery document is a short document that you need to sign however. Itisa
document that allows you to take the car off the lot, so when you purchase the car, you
can ride the car off the lot before the deal is done. So in other words, before they have
verified that...
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Speaking of that, I had financial information, | had to show them paystub and | had to
show them how | had been previously behind on my mortgage by a payment or two,
because | was commissioned and | was waiting for a big check to come in, oh this is
going to be taken care of like in a week, and they said to show the proof and I had to
bring that in too. | don’t know if that helps or hurts our conversation. It was technical
because | took the car off the lot on Wednesday and didn't make the payment until
Friday.

Which payment?

The down payment.

So basically, they allowed you to take the car from the lot, but you hadn't given them the
down payment on the car. And to the best of your knowledge they did not give you a

document...

They may have, but it doesn't ring a bell. They were very flexible about the whole thing.
It's was not very pushy.

Great.
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OVERALL UNDERSTANDING

M:

R:

Let's go through your document now.
| looked at it make sure there wasn't anything egregious, let's put it that way.

Okay. So, let me ask you this. When you're looking at this document in general, what do
you think the purpose of this document is?

For the dealership or for me?

For you.

To have proof that all of your personal information is correct, that the financing is...the
math makes sense, that you have your rate, your payments. It spells out what you're

buying.

Okay. Would you say in general it's an easy document to understand or difficult
document to understand?

Oh, I think it's pretty easy.

Let's go through the specific aspects of the document. Point to me the monthly payment,
and what is it?

That's easy. It's $625.25.

And is that the amount you expected to see on this document?

Yes.

Initially you thought you were going to pay $650, isn't that what you told me?

| told them that was my ceiling.

And did they call you and say they had great news?

Gotcha down to $625.

And your reaction was?

Wahoo. Honey, we got a car now. Well, at first my wife was reluctant because she
wanted a bigger car, and we had only looked at a couple, but she realized, you know, |
said to her that if she wanted a bigger car for $10,000 or $15,000 more, we'd have to get a

better interest rate and a parent to co-sign and all that stuff. We're doing this ourselves.
Let's get it. We've done that in the past, let's move on with our lives. | think that was it.
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Can you now point out the APR to me.

That's right here, for 9.95%

And is that a number you expected to see on there?
Yes.

They told you about this number?

Yes. It was at 14%, which is much higher, then we got it down to 9.95%. | mean it's not
awesome, but it could have been worse.

What do you think they did to get it down from 14% to 9.95%?

They called a couple of more places to finance. They probably tried to make more
money off me, then realized they weren't, because there are only so many people who
come in and they have to buy a car. | mean some people come in and don’t have a lot of
leverage, where | had a little bit more leverage. | was not in the position of desperation.
And that is because...?

| had some money and I can drive my car now. We made our payment before ||l
and it's been perfect since. We got it to where it's comfortable without a lot of wheeling
and dealing in whatever they say, you know. | mean if I'm buying a car, | prefer to be in
a position of where I'm at in not having to do anything.

Okay. What is the length of payments?

For six years.

72?2

Yes.

And you expected that or not?

Yes, | expected that. | knew it would drag it down that far to get to that payment for the
amount I'm financing.

Okay. Point to your down payment.
Right here.

And what is the number?
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$5,000.
And that is one of the charms you negotiated.

| probably would have done $2,000 to $3,000, but had to do $5,000 to get down to the
number. So, | caved a little bit.

Did you want you to pay more than the $5,000 initially? Did they ever talk about more?

No, they said blah, blah, blah, and I said $5,000 and that's it, and that's what they agreed
to. It makes sense, | mean we're getting a $34,000 car, it wasn't a cheap automobile.

Right. So, what I'm going to do is ask my colleagues if they have any... And this is
where you discovered you have the GAP insurance?

That's funny, yes. Honestly, if the GAP insurance is $11 a month, say you walk out and
get into a wreak in two, you're losing money, having to pay something, | probably would
have done it.

But, they didn't explain it to you.

They might have said something about something, and | said how much, and they said
10-bucks a month, okay done. It probably was something like that, where it was that
insignificant.

Okay.

This is what | was having heartburn about.

The $689? Why?

Because they closed that with some baked in way for them to make money. They
explained that they needed to do that to get the better financing. Is that true? I have no
idea, but okay.

Are there any other items on this list that surprised you?

No. So, 9.95% to finance the $33,656, and that includes tax. That's it. That was easy.
It was easy.

Well, $33,656 and now that you're asking me to question this. So, $33,656 plus $1,500,
$35,156, plus $1,677, yes, that's right. A little math, so you take $33,656 and you add the

sales tax, and all this other stuff down here, and it's off by 100-bucks. I lost $100
somewhere. So, I've got to pay tax. They got insurance. They got me on the processing
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fee. So, maybe they made 1,500-bucks off me. So, it looks like they baked in $1,500,
and I don’t know how much profit in GAP insurance is in the processing fee. It's
definitely a shady amount, but he gave me an answer that | was fine with. The GAP
insurance, honestly, he probably went over it with me, and | probably said okay, but it's
not like fresh that sticks out in my mind.

Did they provide you with any information at all on this warranty, this lifetime warranty
thing?

Yes, they said as long as, you know...

| mean, did they give you any paperwork on it or anything like that, or they just told you
about it?

Yes, | do have paperwork for it. It's at home somewhere.

And it was not anything that you paid for? You didn't pay extra for it?
No, I mean if I paid extra for it, | think it would be on this.

So, you didn't pay extra with a credit card or anything like that?

They guaranteed | wouldn't be paying when they service that car. That is something |
might be dealing with down the road, but the warranty [Jlj makes me feel pretty good.
So if the engine blows up, guess what, I'm not paying for it. Brakes and tires, obviously,
that's not on the warranty, but | knew that already. But everything else is pretty much in
there, all the electronics stuff, | mean it's all there. You know, one think I like about i
it’s supported in this country and it's pretty well known, I mean they have been known for
trucks and SUVs, so I'm really comfortable with that car.

Fair enough. I'm going to ask my colleagues if they have any last minute questions to
ask, and while I'm doing that, I'd love for you to make just a final comment for me that
would share your feelings, views, and thoughts about the overall experience of
purchasing and financing a car.

I only had concerns about my own personal credit, because we knew the type of car that
we wanted, and | was concerned about what my wife wanted to buy, and those are the
two big ones. But as we started looking and shopping, and she realized it was $40,000
plus, you know, I just tried to explain to her that we're not getting huge payment, you
know, we just want to pull it together. That was a big thing, the price level that we
wanted to be at, while what she wanted, and so we met in the middle, and the financing
worked itself out. The dealership was very easy to work with.

Okay. When you think about it from start to finish, when you first started talking about,
like we should really think about buying a car, how long of process was that?
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R: It was in [l that we knew we probably had to buy, so we probably started talking
about it in the fall. We went and test drove a car maybe somewhere in the beginning of
I 2nd then the guy across the street, you know, we weren't there yet. And that's
how it all started, then we got more serious about it, then obviously went and bought a
car.

M: Sounds good.
R: And you know, I'm glad because I didn’t want to go and look at fifteen cars. | just

wanted to have one or two cars that we really liked. And you know, we didn't want to
run around with our heads chopped off seven days a week between school, work, and

kids in sports, you know, we didn't have enough time, and right now time is not a luxury.

M: Right. You've been a joy to work with. | cannot thank you enough. You answered
everything, and you were just fun. | wish you a great deal of luck with your car. Hope
you enjoy it.

// end of recording //

I 1 <6748

20



AUTO BUYER STUDY
196163

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

I 106163

Could you please just share your first name only?

My first name is [l spelled I

My first question to you is, what was the most recent car you purchased?

| Eurchased = [ - - I i~ I o~ B

This year?

This year. Just a couple of weeks ago.
Very good. Congratulations.

Thank you.

What, if anything, did you like about the experience of shopping for and choosing a car.
So, just the shopping part right now.

What I did was, | just went a little different than my previous experiences. | went
through the website, | found a car | liked, and | actually applied for financing before |
even stepped foot in the dealership this time. | went to the website, there was a link,
filled out the application, they called and I said, “Listen, | have an offer from

for financing. If we can work something out I’ll come in there. | just want to
get all the bells and whistles sorted out before | go waste my time. | wanted the purchase
to be quick. I didn’t want to spend all day at the dealership. | was able to get in and out
of there in 2 or 3 hours when | got there.

You said you got it at || jllll in [l Did you know what kind of car you wanted to
buy?

| knew what make and model | wanted. 1 just looked around for the closest dealership to
where | was at the time.

How did you decide on the make and model of your car?
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| wanted a big car. A full size, 6 cylinder, didn’t want to feel the road too much. Among
full size cars the best prices you’re going to find is among domestics and that was among
the 2 or 3 that were available between that and the [l and all that, that was the best
deal. It was a 1 year old model car but it was brand new and | was able to get less for a
I hich is a mid-size model of [l 1 was very happy with it but | had to find a
dealer I was comfortable with. | didn’t want to run my credit too many times or shop
around too much, so | got an offer from ||| | | I for financing and that’s where
the credit score | provided came from. They provided the credit score and they’ll just
send...it’s from a bank.

You said you didn’t want to shop around too much or have them check your credit too
often. Tell me why you say that. What was it about that?

There were a couple of unique circumstances for me. | wasn’t totally sure if I would be
approved or anything because I started a business early last and, thanks to the economy
and the way things are now, it’s very hard to get business loans now days. So, | started
the business on credit cards, essentially, and I just turned it profitable this year. So, I’'m
going to be able to turn...unfortunately though, my credit took a hit. It’s under JJJfj now
and I wasn’t 100% confident I could walk into any dealership and just get financing. |
applied to [ . was rejected. 1 applied to H was accepted. The
interest rate was 6.something% which is rather high. My last purchase | was able to get a
little over 3%.

You mean your last car purchase:

My last car purchase. So, in this situation | wanted to just find one dealer and just be
aggressive. | let them know I had a competitive offer from ||| | | . <! have no
idea if you’re going to approve me or not, but I’m going to send this finance application
in advance. Let’s not waste each other’s time. If I’m approved just let me know what the
rate is. Here’s what | want on the car. 1’m not going to haggle with you on the price as
long as you give me X, Y, Z accessory. Let’s just make the financing work and I’ll come
in there and we’ll get this done.” | wasn’t so sure | would get approved because, again, I
started the business on credit cards. | can get into my whole grievance spiel as to why |
think it’s so difficult to get business loans and do well as a millennial and all that, but |
won’t do that. 1’m happy with the car | got and | was able to make it work.

That sounds great. Congratulations.

| appreciate it.

Was there anything in particular that you didn’t like about the shopping experience?
Just, you know, when | went to the dealership, even though | was very clear that | was

trying to do everything in advance, they did the whole car salesman thing on me. Walk
in with a big smile, as me if | have a trade-in, and you know.
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Did you have a trade-in?

| had a trade-in, but I knew the game. They were going to try to do the whole square
thing on me and get me to just think in terms of a monthly payment instead of total cost,
which is just a gimmick, a game.

Is it a gimmick or game?

It’s a game. It’s just BS. If you look...if you Google or You Tube car salesman training,
they train them to manipulate people into thinking in terms of monthly payments and then
set up the square where you have your trade-in and the financing and the down payment
and this and that so you don’t think about the total cost. You think only in terms of
payments and they can tack on a bunch of extra junk that you don’t need.

What kind of extra junk do they tack on?

Like windshield protection or whatever. A lot of that is in the financing office actually,
but as long as they get you thinking in terms of monthly payment, they can move things
around, (inaudible) the tone(?) without really disclosing it and it’s just, you know. The
temper(?) is pretty good. | mean, | purchased before from...I had a not so good
experience at [l But at [l they were pretty nice. But, because I was so aggressive
in my emails about how | wanted to go about things, once | said, “Yes, | have a trade in”

| told them the truth but after that | put my foot down. I said, “Look, this is how | want
things to go” and they were pretty accommodating.

Thank you very much. Can you tell me, when you were trying to decide between the
brands of cars that you would consider for this purchase, did you see any ads that
influenced you in any way? Whether they be radio or TV or online or anywhere? Did
you see any ads that made an impression on you? And, what were they about, the ads, if
you saw any?

| saw one ad for ||l that was advertised [ Il or something like that,

which is a lifetime plan for people who purchase new cars and, I think certified pre-
owned, too, where they provide a number of services. | don’t remember them off the top
of my head but | thought they were pretty valuable. | think one of them was a free oil
change after a certain number, and as long as you get your service at the dealership and
they repair tires for you if they’re damaged, and just little things that...

What did you think when you saw that ad?

It was appealing. Other dealers focus on manufacturer incentives like, they’re offering
zero percent this and that. Smart buyers, people who are only a little bit educated, |
would like to think of myself as at least a little bit educated. You know that’s kind of just
a game. At the end of the day you’re going to have to choose between that zero percent
and some of the cash back incentives that tend to be much more attractive. So, you rarely
are ever going to...1 did qualify for zero percent but I would have to give up a lot of cash
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back. So, I know that whole game. At [} they had a lot of dealer incentives for
working with them that they advertised that | thought was appealing. Actually the closest
dealership to me was ||} } . 1 didn’t want to go to them because their
reputation in my neighborhood is kind of low rent. | mean, don’t want to be politically
incorrect, a little bit of a redneck dealership. They don’t really take care of you all too
well. Go a little further out i}, go to ﬁ and they’re a little more corporate, a
little more professional, and they take care of you a little better. So, they were the first
dealership I checked out.

Sounds good. Now tell me, how long did the entire process take, from the time you
arrived until the time you left, with or without the deal?

| left with the deal. | was in and out of there maybe 2.5 to 3 hours. | told them I didn’t
want to be there all night. | got there at 5:00 PM and was out of there at 8:00 PM. So,
that would have been 3 hours.

You drove the car off the lot?

Yes, | did.



AGREEING TO A PRICE FOR THE CAR

M:

R:

I 106163

How did you go about getting to the price for your car?

Because it was a [l model and we’re in ], already they had marked down the price
quite a bit. 1 said, “Listen, | already sent my finance application in. | don’t normally do
this, so I’ll take your price as long as throw in these 5 accessories that | want” from
ﬂ or something where they had the stuff for this make
and model that | wanted. We went back and forth. They said, “Well, we can give you
these 3 and the other 2 you can pay for.” 1 said, “No, | want that other one.” Ultimately,
they gave me 4 out of the 5 and | paid for the fifth one. They rolled that into the
financing. In exchange for that I didn’t haggle with them over the price. So, | was able
to get...when I got there 1 said | didn’t want to test drive either, because that would have

been a waste of time. So, once | got there, within about 20 minutes | was in the financing
office and we took it from there.

You didn’t want to test drive because...
| knew | wanted the car.

You just point blank did.

Yes.

Had you driven that car before?

| had.

Was it a new car?

Brand new. It was a used car. It had been out there for a while. But, it had maybe 8
miles on the odometer so | wasn’t too worried about it.

Was there any part of setting the price for your vehicle that you didn’t like? Any part of
that whole process, when you think through what you discussed and what you went
through in order to arrive at a price.

| always hate that they advertise the lowest possible price on the websites after, you
know, rebates and military discounts and student and this and that and all that.
Inevitably, when you get there, the price is higher. Or, if you want lower financing you
have to give up rebates which will jack up the price $5,000.00 or $6,000.00. | kind of
knew that going in, so in my head | was thinking the car was going to be closer to
$21,000.00 or $22,000.00 even though it was advertised at $18,000.00. That’s where it
was. It was at $21,000 to $22,000.00 and that’s kind of what | expected.
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Just a question for you. You sound pretty knowledgeable. Is it because you have
purchased cars before or you just did a lot of research on how this all works.

'm . | /ike cars, but I’ve been burned a lot by dealers, by

mechanics, by auto body people. Just the biggest crooks. You can’t even imagine.
Them and home contractors are just, I’m sorry, the scum of the earth. I’ve been burned
so many times, | did a lot of research and, you know, my approach for this purchase was I
just wanted to cut out as much of the BS as possible. | knew the price was going to be a
little bit higher than the advertised price. But, it was either going to be that car or an
B o ar. I’m not a drug dealer so | don’t want to drive a r
and | knew was going to be a lot more expensive. So, | went with the Ct
was the best deal. | knew it would be a little bit higher than advertised. | wasn’t so sure
about the financing. 1 didn’t want to haggle, so I just said, “OK, let’s skip all that. Give
me some accessories but don’t charge me for them and let’s make this easy.” And, based
on my research, you know, some forums and things like that, that’s a tactic some people
use. People who like accessories and bells and whistles like | do, they just say, “Well,
just walk in there and ask for this and that gadget and don’t haggle on the price and
you’re life will be a lot easier if that’s important to you.” And, that’s what | did.

Did the dealer at any time indicate to you that you could get a better price if you agreed
to certain conditions?

Technically, I guess not. We didn’t really negotiate price at all.
You said you had a prior car?

| did.

Did you use your prior car to trade in?

| did, yes.

Tell me about that process. How did that go? How did the discussions about that car and
how did you value that car? How did you do all that?

There were 2 side(?) studies as a reference. An ADA Guide which is what most dealers
use, but it tends to quote you a little high as to what your trade-in is worth. And then,
KBB, Kelley Blue Book, which quotes you a little bit under. So, (inaudible) ADA
Guide’s value of the car | had which was a junker. It was a car that | essentially rebuilt.
And the KBB value, | said, “Just (inaudible) someone. Don’t waste my time. And, take
if for a spin. The check engine light is on. It’s been on always. Don’t give me a hard
time. Give me a number and cut me a check for it. | don’t want it rolled into the
financing.” And, they said, “OK.” It really wasn’t worth a whole lot, the car, you have
to understand.

Why did you say you didn’t want it rolled into the financing?



R: Cash on hand has more value to me than, you know, because even with my credit
situation, having started the business and only recently having achieving profitability, I'm
still able to get an interest rate around 6%, which is still pretty good. Credit cards are up
over 20% and personal loans, you know, they’re not much different than credit cards
these days. Again, like my parents and their generation, you know, the boomers, they
had it real easy. They just walked into prosperity and they expect it to be real easy for us.
My generation, you can’t even get a business loan these days. Everything is really hard.
And then we’re called entitled. Whatever. But, for me, 6% financing, that’s not that bad.
So, having cash in my pocket...if you watch rich people, what they do they leverage this
kind of thing, financing and all that. They’ll finance before they pay cash for anything,
because they have more leverage that way. So, | wanted to keep the cash and just
finance.
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OBTAINING FINANCING

M:

R:

I 106163

How did you end up paying for your car?

It was 100% dealer financing. | went in there with the | || | | REEEE offer. 1t was
essential a Trojan horse. | was just trying to haggle them on the interest rate, see what
they could do for me.

what was the || || . .

The APR for a new car was like 6.24%. For a used car it was 6.84%. | remember
because | was just looking at it because | was printing out this ||| GNG credit
score. That’s why | remember.

The dealer showed APR that you got?

At the beginning of this whole spiel (inaudible) tier one which is one of the worst. You
would think tier one was one of the best but they said it’s actually one of the worst. Tier
zero is the worst. | said, “Yes, | know because | started my own business and we’re only
supposed to do...they wouldn’t give me a business loan so | put it on credit cards.” They
said, “We’ll give you tier one but we’ll give you a good deal on some of the other stuff |
wanted.” | wanted an extended warranty, | wanted a service plan.

Why did you want those things?

Because they were backed by [} Previously I bought from [JJilif and they tried to
sell me this stuff, but it was backed by the dealership. So, you walk in there and you try
to get service that’s on this extended plan, but the dealership they’ve got skin in the
game. They don’t want to pay for it. But, if the extended plan is backed by the
manufacturer and not the dealership, they’re less likely to give you a hard time if you go
in there and say, “Hey, this broke. It’s on the extended plan. Go fix it. 1 don’t want to
pay for it. It’s on this plan here.” The dealership will try to weasel out of it because it’s
their plan. If they’re just billing [l and not the boss or whoever the owner of the
dealership is, they’re less likely to give the customer a hard time. [l does that.

, which is one of the big box dealerships in this area, they sell you their ||| l}
extended...which is garbage. , they see you the manufacturer plan which is
backed by [JJij over in and they just bill them for anything. | walk in there and
it’s a lot easier if I’m going to claim a warranty repair. So, | wanted that. | wanted that
extended warranty. | wanted the extended service plan. But, | didn’t want them to throw
in GAP insurance and windshield this and that, and wheel this and that, because that is
complete garbage and it’s impossible to make a claim on any of those things.

You know this from past experience?

Yes. (Inaudible) you know? But the tire (inaudible) you purchase tire protection or, I’'m
sorry, wheel protection but if it’s anything cosmetic they won’t repair it. So, what is it, |
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mean, you know? The purpose of it is, you drive it somewhere and you scuff the chrome
and you want...but they call that cosmetic. You know, unless the wheel is falling off,
which is not going to happen on a new car, it’s worthless. But, | bought the extended
service plan and the warranty. | did not think the windshield and the wheel protection
and the GAP insurance were worth it. If I wanted GAP insurance | would just call
, my insurer, and they would give me a lot better deal, frankly. 1 said, “I’ll take

your APR but you’ve got to give me a good deal on the 2 add ons | wanted and don’t
try...” because they were trying to give me the whole, “It’s a bundle. You have to

urchase the windshield...” | was like, “No. | mean, if you say that I’m going to go with
_. | don’t care if you take away my rebates.” Which, of course, they do
take them away if you don’t finance through the manufacturer. So, I just played hardball
in the finance office, but not so much before | got to the finance office. 1 didn’t play
hardball on the price too much.

Thank you. That’s very informative. | appreciate it. 1’m learning a lot from you. That’s
one of the benefits of my job. | have to tell you. I’ll be a lot smarter when | have to buy
my next car. One of the questions | wanted to ask you is, what terms did you discuss
with the dealer representative about financing? In other words, you sort of started saying
at the very beginning, “Everybody focuses on the monthly payment.” | want to know
what you focused on.

| said, “Hey, listen. | want to keep this car (inaudible) so it’s not going to go anywhere.
So, I’m going to go with the maximum term, 72 months. Hopefully | can pay it off
sooner and my business will do well and | can avoid some of these finance charges. But,
I’m going to give myself...people are, for psychological reasons, going with the 48
month and the 60 month. But, honestly, there’s no penalty for prepaying. So, for me, |
wanted to take the maximum term, which is 72 months, then try to avoid the finance
charges by paying off early if I’m doing well. But then not be trapped in a high monthly
payment. But, when I got in there they were like, “Oh, what we can do to kind of...”
because the finance lady wasn’t the same as the sales guy. So, she was trying to do the
whole monthly payment thing on me again. She said, “We can move the due date from
I L. the first due date, to ] 13 and, look it reduces the payment a little bit.” I said,
“l don’t care. Just give me the 72 months, give me a deal on the warranty and service
plan, don’t try to bundle them with the other stuff, and I’ll take your financing offer and
we don’t have to haggle over the APR.”

Did they tell you what the cost of those 2 packages were that you wanted, the extended...
| did. She kept trying to go back to the monthly payment and I said, “No, | want to see
what the total cost of the car is.” And, she had to show me all that on her computer and it

was something | was comfortable with.

Do you remember what she told you the extended warranty cost and what the extended
maintenance plan cost was? Did she quote a price for you?

She did. | knocked them down a little bit.



You did?

| did. And, again, I just dangled the whole ||| |} BB thing over her head. She
said,...first she tried to bundle it with all the other stuff. | said, “No.” She finally, after
initially saying that she would take away everything and wouldn’t give me a warranty
and service plan, which | called her bluff. 1 said, “Fine, I’ll just purchase the car.” |
knew I could call [Jij corporate and buy my stuff from them.

You can?

You can. If you want the extended, you just call them up and say, “I want this” and pay
them cash, whatever. If you’re going to give me a hard...then she said, “OK. What if |
just do this and | throw in these 2 instead of the GAP insurance and all the other stuff?” |
can do that, but we’ve got to reduce the numbers a little bit. She did that for me. It was
(inaudible) less than if my engine were to go out at 60,000 and | had to get an engine
replacement or transmission. And, I’ve been there and done that, so it’s worth it to me. |
just had the experience. | was able to get out of there with all that financed.

Very good. Thank you. I think I’ll take you along with me next time.
You should.

At what point in time did anyone, either someone at the dealer or yourself, mention the
possibility of refinancing the vehicle or renegotiating the APR or your monthly
payments? How did that come up and what was your response to that?

That was during the sales pitch for the windshield and the wheel and the GAP insurance.

| already said, “That’s OK. 1’m going to try to pay this thing off faster than what’s on
these finance charges.” She said, “Well, you know, you would get great value by
purchasing the windshield protection and the wheel and all that and just refinancing down
the road. If you’re (inaudible) the financing charges anyway, so if you’re worried about
the total cost ballooning due to these things being added on up front and you’re being
charged interest on them up front, if that’s a concern of yours. | don’t know, but if it’s a
concern of yours you can always refinance down the road. So, maybe these things would
be a good value for you.” She was trying to sell me on the value of these, which is a
common tactic, right? If you’ve ever been through any kind of sales training. But, I
graduated college when the economy crashed, thanks again to the boomers, and so | had
to take a sales job out of college. So, I’ve been through all that. | said, “No.” But, it was
brought up. Yes.

It was the finance person or the sales person who...
It was the finance office. That’s where the heavy negotiating happened.

Where would you refinance the car or renegotiate the contract terms?
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| have no idea. If | were doing that well, in a year or 2 | would probably call a credit
union or a bank. | don’t think there’s any way to go back retroactively to the
manufacturer and refinance. | haven’t looked into that. That’s one thing | haven’t looked
into because I’ve never refinanced a car. 1’ve always got rid of them so quickly.

What about, if you did refinance, do you think you would keep the same car or trade it in
for a different one?

It depends on how far under water | was. If | were to be 2 or 3 years in (inaudible) loan
on the car, rolling all that money into a new car purchase is a terrible idea. It’s just kind
of, you know, downward spiral of debt and I’ll end up with some i} that worth only
$25,000.00 but financed $60,000.00. Nobody wants to do that when you’re too far under
water. So, it’s best to just bite the bullet, keep the car, if it dies pay off the loan and get
yourself a junker to drive around until you’re cleaned out. And then go finance
something. That’s the best way to do it.
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ADDITIONAL PRODUCTS AND SERVICES

M:

We talked about the additional products or services you purchased and there was just 2 of
them, right? The extended service contract and the extended warranty.

That’s right.
Did they mention rustproofing to you?

Not this dealership. The previous one | worked with, |JJJl}. this was about a couple of
years ago, they did try to sell me on that. If | wanted to do rustproofing | would just go to
one of the |JJlf 1ocations. Frankly, unless you have a trained eye, there’s no way to
tell if they’ve done the rustproofing or not. In many cases they don’t, even when you buy
it. They want to charge you $1,000.00 or 2,000.00 for it. To go to |JJili}. the top end
rustproofing with 3 layers of undercoating which is pitch black, you can tell when they do
it, only costs you about $600.00. That’s for top of the line stuff. At the dealership they
just put one layer of this yellowish(?) stuff and you have no way to know if they did it or
not. And, the charge you $2,000.00 for it. Get out of here.

You said something sort of in passing before, but I picked it up. Let me clarify it. Did
you say you work on cars also?

Yes. | had a...my last car was a...l can do very little, though. | mean, | have a
knowledge but, you know, you asked me to go over there and fix something I would have
to get a You Tube video or something like that. | know all the parts and what they do and
what does what and everything. So, | can speak intelligently about it only because I’ve
been burned so many times | was compelled to do research.

You don’t fix your own cars or do any of that stuff.
No, but I pay attention and | educate myself about warning signs and that kind of thing

and also to protect myself from getting burned by mechanics and that kind of thing. |
educate myself.
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CONTRACT AND POST-PURCHASE

M:

R:

Did you have an opportunity to review your paperwork before signing it?
Yes, but it’s always rushed at the dealerships.
Tell me about that.

| thought that the maximum term for the extended service and the warranty was 100,000
miles and 72 months. It turns out it was actually, | found out later, 84 months and
150,000 miles. | put a lot of miles on cars. | was very upset that this wasn’t disclosed to
me, otherwise | would have gone for the max. There’s no way to go back retroactively
and redo your financing to add that stuff. There was also a term on one of the contracts
where you had the option of taking the rebate as a cash payment rather than have it be
applied to your financing and deducted from the cost of the purchase. | had forgotten
that. 1 kind of knew it but it wasn’t top of mind because | was so focused on everything
else | was negotiating. | mean, that’s like a boiler room. There’s a lot going on. It’s easy
to forget things. So, | missed that. | forgot that. | would have liked that cash for the
rebate in my pocket and then just have the financing, rather than...and that was just kind
of glossed over.

They actually do that? If they have a rebate program they can give it to you in cash?

Yes. If there is like a $3,000.00 or $4,000.00 rebate on the car, which is where that
number on the website came from, you can get that as a check from the manufacturer
instead of having it applied. Again, just watch any rich person. They’ll have cash in
pocket and finance everything. It’s like a strategy. It makes sense if you think about it,
because their interest rates are so low they’re just distributing their risk. It’s smart. |
would have liked to have that cash. | would have liked that. But, | didn’t have that
explained to me.

In the end you got the rebate but it was as a part of ...

It was applied to the...rolled into the financing and also | didn’t get the max term of the
warranty and all that that | wanted. If | wanted to call for it and say, “Hey, | want to
extend it” I would have to pay out of pocket. So, at the end of the day...see, with
everything I’ve done, with all my research, still there’s something | learned for next time.
These people make it impossible to come out of there and feel good about it.

What’s the value of having extended warranty that goes out as far as...like, you hold onto
your car for 150,000 miles? Is that typically...

| take really good care of my cars. | clean them up and | make sure they don’t rust, | take
care of the paint. Again, just because I like to take care of cars. Maybe because of this
business, | drive plus mils a year so the miles rack up pretty quickly. If you don’t
hold onto the car, that’s a recipe for getting under water like | was talking about. You
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have to give up on the car but you owe a ton on it still. | didn’t want to be in that
situation. The problem with these new models, and | have a 6 cylinder car which is a
bigger risk, if the engine goes out or the transmission goes out it’s much more expensive
than it used to be. 1 think a new engine for the |JJJllf | bought is going to be upwards of
$70,000.00. That’s much more than the contract and all that | purchased. And, the
extended service plan included all the wear and tear items that the warranty didn’t
include, like brake pads and hoses, and that kind of thing. So, | was never going to be
paying more than $100.00, which is the deductible, for any service period, for the first 72
months or 100,000 miles, whichever happens first.

So, you go into the dealership and that’s all you pay is || Gz

No matter what goes wrong. If things go wrong, no matter how much you (inaudible)
stuff, they can get you. | mean, everything has happened to me. They tell you you need
a new serpentine belt or whatever and there’s no way for you to check it. That costs
$1,000.00 and (inaudible). So, all that adds up to be less than the extended stuff that |
bought.

Let me ask you this. At any time anybody mention anything to you about a tracking
device being put on your car?

No. The one time I got it, I tried to get an insurance quote from ||l and they
wanted to...they tried to set me up with this tracking thing to get me a lower quote and |
laughed them off the phone. But no, the dealership never...I’ve only heard that from
insurance companies.

What did they say it was for?
To track your driving habits and like if you’re a good driver they, you know...it was a

little too Big Brother for me. | told them to get the Hell out of here. 1 stuck with ||l
I (inaudible) with them anyways.
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OVERALL UNDERSTANDING

M:

You’ve been doing great. So, now what 1’d like you to do...and, you have your
paperwork, right?

Yes, | do.

We’ll go through it together. The very first thing | would love for you to look at is this
right here. The document that looks like this. Can you pull it out of your pile?

Yes. Sure.
Got it?
Yes.

Terrific. Now, | just want to ask you broadly, looking at this document, what purpose
does it serve do you believe? What’s the point of this document?

This covers my rear end. It explains everything that I’ve gotten myself into. The total
charges after all the financing is...if | pay the monthly payments for the full 72 months,
instead of trying to pay it off faster, the total amount I’m going to pay, the start date of
the payments, whether it’s due monthly, this and that, all the terms and conditions, there’s
insurance over here, there’s the VIN number over here, an itemized list of everything that
| bought so I can see what the total cost of the service plan and the warranty and the
purchase price and all their fees, their processing fees, which is all BS. (Inaudible) about
that. And, you sign on the back and that’s it. It’s just protection for me.

Tell me, when you were at the point in your sale that you were getting ready to look at
these materials or review them, as we talked about before, how did you go about
reviewing this? Just sort of tell me how you went through these documents, if you did.

| did. | had to tell the finance lady to slow down and give me some time to go through
them.

You did?

Yes.

Was she explaining the different things to you as you were going through?

Yes. “This is what this is, this is what that is, that’s all that says.” | said, forget about it.
I’m going to read it. I’ll read it quickly, but I want to read it.” | watched her to make
sure that everything she made, or the document she was making a copy of, that | had a

copy of everything. | had to ask her, “I need copy of that, | need a copy of that, | signed
that, I need a copy of that, and can | read it before I sign it?” Of course she’s going to
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say, “Yes.” But, you have to slow them down. Make it clear that you want to read it and
they can’t just explain what’s in it and then have you sign and try to get you out of there.

There is a lot to read on these things. Did you read all the stuff, too?
| sped through it. | wasn’t reading the Bible. You know, it wasn’t one of those things.
What did you focus on in this document?

| just wanted to make sure there wasn’t anything funny in there. Everything, for the most
part, looked standard. As long as nothing looked out of place...I did catch something out
of place.

You did? What did you catch?

She “mistakenly” put the term on the extended service plan and the warranty at 60
months instead of 72. | said, “No, | wanted 72” and she had to go back and redo it. But,
| wouldn’t have caught that unless | were reading and paid attention.

Did you notice anything else change when she amended the document when you caught
the fact that she put...

| forced her to go back to the numbers and show me that nothing had changed. The price
hadn’t increased. And, she did that for me. Although, she wouldn’t have unless | said
something.

Thank you. Now what I’d like you to do is look at the document for me and I’d like you
to find the monthly payment and point to it for me and tell me what the monthly payment
IS.

OK. It’s over here on the first page in this gray box. The payment is $447.45.

Looking at that, did you have a different understanding when you bought the car, with
regard to what that amount was going to be? Or, did you expect that?

No. | knew what it was going to be and honestly, | didn’t care about that too much. I’'m
not a monthly payment buyer. Those are dumb buyers. | was a total cost buyer. 1 just
wanted to know what | was going to be paying, because the monthly payment factors into
the APR which you can avoid if you prepay the car faster. Which, me with this business
thing, thank goodness taking off, I can maybe pay this off faster.

Can you tell me, at any time did the dealer suggest that you change the amount of the
payment?
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Yes. He said, “I’ll move the first due date to the 15th.” And the monthly payment was
going to be a couple of bucks less. 1 just laughed. | said, “It doesn’t make a difference to
me. Just have it be on the first and get it over with.”

Now, find and point to the APR.

It’s in the same place. It’s just a little bit above that gray box over on the left. You’ll see
the APR which is over 7%.

Again, when you look at that number right there, was that the number that you expected
in that box? Was it filled in when you reviewed your paperwork?

| was accurate. | was all we had discussed.
Now point to the length of payments and tell me about that number.

Length of payments is in that gray box I referenced in the second to last question, to the
left of the monthly payment. It says, “number of payments” rather than “months”. It
says 72 months or 6 years.

Again, my response is, did the dealer initially suggest that or did you negotiate that
number or how was that?

| said | wanted 72 months. | wanted the max. There wasn’t any wiggle room for me.
Now point to the down payment. Did you have a down payment on the car?

That would go on the next page here where they itemize everything, I think. Yes, the
fourth line in where it says, “itemization of amount financed” which is a gray bar. The
fourth item down is cash down payment. It says NA because | didn’t make a down
payment and | didn’t accept any...it says $1.00 on trade-in because they had to put
something there, but they cut me a check separately. | just didn’t want to put anything
down. I didn’t want to give them any cash. | just wanted to finance everything.

What’s this total down payment? What’s that?

Total down payment, that’s including all the rebates. That’s the dealer incentives.
Again, I got kind of...I had the wool pulled over my eyes a little, because I would have
liked to have that cash. So, | would have liked that number to say, $1.00 instead of
$5,751.00 and had the cash. But, oh well. Next time. That’s what that is.

You’re saying that the $5,751.00 is what you talked about before, which is, you could
have taken that in cash, but instead, they applied it to the cost of your vehicle and took it
off.
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Exactly. Look at the third line. It says, “Third party (inaudible) assigned to creditor.”
That’s $5,750.00. That’s what that is and they factored that in as the total down payment.
There was a separate form that | signed that said you waive your right to get the rebate as
cash and you’re rolling it in. At that point it was too late, so | just signed it and there was
nothing | could do. When | saw it | knew | missed that.

In the end, your car would have been more expensive financed over 72 months.

Technically. Again, the plan was to pay it faster, have the cash on hand, reinvest in my
business, protect myself, and then get out of that faster. Bet on myself rather than be
afraid.

Then, if you go further down this page, go down further on this page and tell me what
these other costs are that you see there.

Taxes and tags is just standard. They always overcharge you a little bit and then send
you a check back because dealers are sloppy. But, in this case | made them check that to
make sure it’s right. It was over a little bit but they corrected it for me on the spot rather

than me having to wait for a check. The extended service coverage | asked for. The
* tax is just another extra tax. Can’t do anything about that.
It’s small. Extended service plan, | wanted that. Then, the |Gz sales
processing fee or delivery charge or whatever dealers call it, you know, they give it a
different name because it’s just BS. If the car is there, why is there a delivery charge? Is
it on a truck somewhere? No. You can’t negotiate that. Usually they tell you, “We can’t

waive that.” Usually that’s what they say so I didn’t bother. 1 just tried to get them to
throw on accessories.

Can you tell me, the $2,500.00 [Jli] extended service plan, what was the original cost of
it? You said you had negotiated...

Maybe $2,800.00 or something like that.

So they took a few hundred dollars off?

Only because | smiled and asked nicely.

What about the $1,700.00 for the extended service coverage?

| think that was like...I got that reduced by less. That was like $1,800.00 or $1,900.00 or
something like that. That was the best | could do.

Any other sort of input you can give me on kind of how you negotiated this deal or the
various pricing elements of this deal?

There are things | wish | could have changed.
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Like what?

| wish, I mean, | felt like going in there I was really knowledgeable, but I still missed
things. | wish I could have gotten that rebate cash and | wish I could have gotten the max
on the terms of the warranty and the plan, but again, I just, they’re so bad in explaining
everything and taking the time and making sure that you’re fully educated, you know,
when you’re forced (inaudible) you’re going to miss something and that’s frustrating for
me. But, outside of that | feel like I did the best I could.

Did I ask you, | don’t think I did, but forgive me if | asked this question. Did you, at any
time, sign a spot delivery statement?

Something like that.
Do you know what that is?

Spot delivery like, you know, you’re certifying that they’re delivering the car to you
today and that this is the amount of miles on it and you’re driving the car home today and
that kind of thing. And, they’re transferring the insurance and all that to make sure
you’re allowed to drive it for 30 days before you switch the insurance, and all that.
Something like that. 1 don’t think that’s what it was called, but there was some type of
authorization | signed to drive it off the lot.

They didn’t tell you what the spot deliver thing was?

It wasn’t explained that way, but all the paperwork | was given it was explained to me. |
knew | was authorized to take the car. To take delivery and drive it off the lot. | was
comfortable with that.

My understanding is that spot delivery is that they allow you to take the car off the lot
despite the fact that the deal might not be fine. So, the approval of the financing or
whatever those additional things are...

OK. You’re talking about like if | were to go to some dealership and I was financing
through | . and they had to call to finalize everything or send them a fax,
then there’s a chance that it will fall through?

Yes.

I think I singed one of those things.

It doesn’t happen with dealer financing, too?

It may. | have never hear of that. | have never seen that. | has never happened to me.

Whenever | bought a new car and | financed through the dealer, it’s always been final
because they do everything through the manufacturer. It’s all done there.
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DISCUSSION OF OTHER DOCUMENTS OR OTHER POINTS/FALSE CLOSE

M:

R:

This is all the paperwork you have on your deal? Or, did you have other paperwork, t00?

| had the odometer disclosure for the trade-in and the new car. | had the separate contract
for the extended service and the extended warranty. | had a copy of the purchase order
which is just the details of the car. It’s the same thing that’s on here. It’s a long yellow,

it’s hard to read, it’s just a copy of the things they make you sign over there. All the
same information that’s in this contract. And, the ﬂ thing | signed to

become a member of ||}l to participate in that program. That was it, but this
is the only thing related to financing that I signed.

Do you have copies of those other documents with you?

Not on me. | was instructed to just bring the retail sales contract and my credit score.

Really? They didn’t tell you other documents as well?

| wasn’t told that. | didn’t have the emails.
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OVERALL EXPERIENCE

M:

| think 1 have asked you every question | need to ask you. I’ve got to wait to see if they
bring in anything else. This is your credit score so we don’t need to go over that. Let me
just check if there’s anything else here. While we wait to see if they bring in another
question, can you just, in summary, suggest to me what your final views are on the
overall experience of purchasing and financing a car?

The purchasing the car was easy. The finance office is always difficult because that’s
where a lot of money is made. | save my haggling for the finance office. Especially if
there’s something | want. 1 don’t want to go back to [l there will be nothing I want
from them. So, my goal would be to get out of the finance office without demanding
anything. But, in this case, |JJJ ] was offering some manufacturer backed products,
add ons that | wanted, so | was ready to go in there and fight. That’s what I had to do.
But, purchasing the car, to save myself some grief I didn’t haggle on the price. But, in
exchange for that...

What were the options you go in exchange for...

I had mud flaps installed, | had wheel locks and a gas tank lock, I had a couple of other
things. Not cheap stuff. It was all done for free.
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CONCLUSION/FINAL COMMENTS

M: Great. | think we’re done because they haven’t knocked on the door with anything
addition. You did a very good job.

R: | appreciate that.
M: | appreciate you coming in and bringing all your paperwork. Thank you very much.
R: Sorry | didn’t have more. | didn’t know you wanted more.

M: Yes. It would have been good to actually see your extended warranty document and your
service maintenance document.

R: Apologies.

M: Anyway, the most important thing is we had the retail sales contract. Thank you very
much. Have a really great holiday weekend.

R: You, too. Enjoy.

// end of recording //
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AUTO BUYER STUDY
433884

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

N, <3354

Tell me your first name, just for the record.

. hat is the most recent car that you purchased and when did you make that
purchase?

We have a | - vve purchased it in I of

this year.
What did you like, if anything, about shopping for and choosing the car?

What did | like, if anything? Well, we drove home with the car we wanted. That’s the
ultimate. We had done a lot of research beforehand and picked out this one. Not only a
H, but this Earticular limited edition | 1t’s kind of rare. They don’t have many of
the . It costs a little bit more than the | and dealers, when I started
calling up saying, “Do you have one” most dealers were going, “Oh, we just sold the one
we had last month.” They only get one every now and then. Although they come
in...you can know what colors they come in, you’re not going to get...you’re just
supposed to be happy. It’s sort of a cult, | think. | ended up going, “Well, | just want one
because it has these safety features, my husband and | are not getting any younger and
our eyes are not getting any better and we wanted these certain safety features and that
was a small car that had them. So, this was a dealer that said, yes, they had one in black.
| kind of thought, “I don’t care anymore. | just want the car.” So, they did have the car
we wanted. A couple of nice young men were the dealers or the salesmen and they said
they would hold it for us because the dealer in ||l already wanted this car. |
don’t know if that’s true or not. It might be. What did I like about it? You know, people
were civilized and the dealer was near where we live and that was convenient. We ended
up with the car. That was the good news.

What, if anything, did you not like about the experience of shopping for the car?
A game was played, I think.
What do you mean by game?

One of the young salesmen took us out on a drive and my husband, he was very dubious
about ﬂ because we had owned one before and it was nothing but a headache.



N, <3354

Nothing but really costly repairs. He just kept saying, “We cannot dive into that hole
again of, you go in there for an oil change and it’s ‘Oh, by the way, that will be
$700.00.””. He has a bad feeling about | | | . The call it fine |
engineering, which is costly. But, we went in to look at this one and | knew | loved it. |
hadn’t even driven it. My husband is a fussbudget so I said, “Why don’t you lead off on
the test drive?” He did and he came back smiling. He loved driving it. So, that was that.
The young man sat us down, and there were signs all over, || ] ] JJBll Holiday $4,000.00
off, this that and the other. The car, whatever the invoice was like, the MSRP was
something like $23,000.00. He said, “I’m prepared to offer you this car at, and he
scribbled down some numbers and it was $19,900.00 and we went, “That’s great.” Like,
that’s astonishingly great for this special edition. So, we said, “Yes, yes.” And, we
didn’t quite shake on it and | didn’t get the paper in my hand and my husband didn’t, but
the young man showed it and we all went, “Yes. That’s cool. We’ll do it.” Then, we got
in the clutches of the manager. Store manager. Whoever she was. She was a |||}
and so my husband is a linguist and he knows a few languages a lot and a lot of
languages a little. So, he spoke to her in [ and she was like falling over on the floor.
She started quoting prices and this and that and this and that, and she showed us the
computer and what do | see but all the numbers based on $23,000.00. So, I said, “Hey,
hey, hey, there must be a mistake here. This young man offered us $19,900.00. And she
said, “Who?” That way, you know. And she said, “He can’t. This |s_
We don’t negotiate that one.” 1 said, “Well, you need to tell your sales force that because
that’s the price we agreed on.” She called him over. | said, “In fact, he wrote it down.”
“Where’s the paper?” “Well, I don’t have it. He has it.” He produced it and said,
“That’s what | offered them.” She said things like, “There must be a terrible mistake.
We don’t do that with this car.” And, | feel my husband like, we’ll be leaving now, you
know, because I could just feel him. All I was thinking was, “I want that damn car.
That’s the one with the signals and things that | wanted.” So, what | didn’t like
was...and, she said to me, “Oh, I’m so sorry. He’s new on the force. If this were an
ordinary [} he’d be doing the right thing. You probably think we’re manipulating
you.” And we said, “It did cross our minds, yes it possibly did.” She said, “I tell you
what. We’ll meet in the middle.” What’s the word I’m trying to say? We’ll
compromise? We’ll meet in the middle? Can’t think of the word. “We can’t come down
in the price because her boss would never approve it.” But, they will increase what they
were going to offer us on a trade-in. And so, they did. They did adjust the price of the
trade-in and that...1 just ended up going, “You know, fine. | know it’s a song and dance.
I know this is ridiculous.” But, we just agreed to it. | think she gave us an extra
$1,000.00 on a trade-in. We just went with it because we wanted that car. Long answer
to your question.

No. That’s OK because we were going to talk about that anyway. It’s absolutely no
problem. I’m going to backup just a second and ask about...then I’m going to come back
and ask you a few more questions about that negotiation on the price. What influenced
your decision on what car to buy? 1 know you told me a little bit about the safety
features.



N, <3354

Safety issues. My husband and I sort of take turns...we’re so wildly different that when
we do things like go on a vacation or buy a car, we sort of take turns taking the lead, you
know? He bought the last car and he mostly drives it. So, this was one | would be
driving more. | said I kind of want a...I certainly wanted the safety, these extra, you
know, the turn signals that...the blind spot indicators that you see on the rear view
mirrors. Things like that. We really wanted that. | did some research and this one seems
to me to get some pretty good crash ratings and all. | said, “I just want sort of a, | don’t
know, a stylish car. Cute car.” He was dubious, like I said, about a ||| | | . Just
leaping into that miserable trap again of overpaying for repairs. And we said this time
we’ll pay the exorbitant prices for the service contracts and that should protect us a bit.

What influenced deciding which dealer or where to purchase the car?

Well, which dealer was convenient to drive to. This was the closest one. And, they had
one car in stock.

That had that education you were looking for. That | NN

Yes. Yes. So, the location. There was one in ||| ]l We just hate driving to

I V- live in I 2nd, you know. So, it was location and they had

the car. The rest of them all said they could get the car. But, this one had it and it was
rightin

Once you reached that dealership and reached out to them and found out they carried or
had the car you were looking for, from that time you reached out to them until the time
you left the lot with that car, about how long did that whole process take?

| would guess 2 or 3 days.

Two or three days?

Yes.



AGREEING TO A PRICE FOR THE CAR

M:

N, <3354

OK. Something we were going to discuss which we were talking about the next topic
was how did you go about agreeing to the price for the car? You gave me some
background on that. As far as the negotiation, can you remind me again? You said they
quoted you one price for the car and then...

The young man. The first level guy...

The first level guy gave you on price.

A very decent price.

Then the manager came out and said...

In horror. “Oh, no. Why did you do a thing like that?”

“Oh, no.” And then you talked about that you began talking about the difference in the
offer. Remind me again, how did you come to a resolution of how you got the final price
on the car?

She said, “Oh, we just can’t do that. They’d never do that. This is || GccNINNEGNG
.My higher-ups would never approve this. But, | will increase...” We had
already agreed on the trade-in price of our other car which was the same that [JJij had

offered. That’s the name of that place? || JJll? Where you get an estimate?

There is a company called [l Yes.

So, we had a |l offer and they agreed to meet it. Then, when we could see that we
had this $4,000.00 gap, $3,000.00 gap really, she said, “I tell you what I can do and
nobody will notice it and the dealer won’t, you know, the higher-ups won’t care.” 1 think
she added maybe $1,000.00 to the trade-in of the car, which saved us, which | didn’t
understand but made sense. It saved us on some sales tax in addition to the extra
$1,000.00. | mean, it was just one of those...by this time you were just...the math is
flying in the air and on the computer screen that | couldn’t quite read. But, we did a
halfway decent compromise on that.

The original price you said again was like...
Twenty-three something. Twenty-three thousand.

OK. And, the price you finally agreed upon really was that price but they increased your
trade-in. Is that correct?

Something like that. MSRP, $22 whatever that says.



N, <3354

Twenty-two, six ninety five ($22,695.00)?

Yes. Oh, with all the delivery charges, $23, something and we paid $22, something.
Got it. So, the invoice amount is the $22, something.

Must have been that. Yes.

OK. We’ll look at that further. OK. Did the dealer indicate that you could get a better
price if you agreed to certain conditions at all, or did they talk about getting you a better
price at all?

No. Not on this edition.

Tell me again the trade-in price. 1 think you said you had gotten an estimate from one
company...

From . ltwas a |G | think they offered us $5,200.00 or
something. did. And then this place upped it to $5,900.00 or something. | can’t
remember.

Did they give you an estimate before you showed them the || l>

No. I think our plan was to take the car back to [}, unless they could match it.
And, they said they’ll match it. It was a really low mileage car and in very good shape.
Perhaps they thought they could do well with it.

Did you own any money on your prior car? The Trade-in?

Did we own any? No.

It was fully paid off?

Yes.



OBTAINING FINANCING

M:

R:

How did you pay for the new car?

We took their financing. The || Il financing. Yes.
What did you like about the financing experience?

You mean when they put you in the hands of the business guy?

Once you started talking about financing, what part of that process did you like, if
anything?

What did I like about it? Well, the guy was OK. One thing I liked about him, he started
going in on how we’re going to want this contract. Oh, we’re not talking about the
contract. We’re talking about the financing.

We’re talking about the financing of the car.

OK. There was one thing I liked. The payment that he was coming up with, I didn’t like
it, the monthly payment. | mean, we’re fixed income people and so don’t bother to tell
me what | can pay because 1I’m the business person in our family and I know what | want
to pay and | don’t want to pay what he was coming...I think he came up with $400-
something a month and | said, “No, we’re not going to make a payment like that.” He
said, “What do you want to pay?” | said, “I want to pay in the very low $300’s. This is
what we’re comfortable with. And he, rather quickly, and something I hadn’t thought of,
just added a year to the payments and it worked out. It made it instead of a 5-year loan
he made it a 6-year loan and we got a payment of, | think, $320.00. | was pretty
impressed with that. | don’t care if it takes me 5 years or 6 years. That’s fine with me.
So, | was happy that he quickly saw how to get me the payment that we can comfortably
make.

What, if anything, did you not like about the financing experience?

| tell you, we had already lined up financing at our credit union. So, we had a blank
check ready to use if we wanted to. The credit union people said, “If they pressure you or
if there’s an incentive or $1,000.00 in cash, or whatever you want, if you have reason to
go with their financing, just do it. Agree to anything, bring it all back to us, and we’ll
refinance it. And they, the credit union, was offering 2.49%. So, what did I not like?
When the manager was writing up the sale on her computer, all of a sudden...and | said,
“Oh, you don’t have to worry about financing. We already have a 2.49% loan lined up.”
She said, “Oh, it’s the same thing with us. We can make this so much easier. You don’t
want to go in there tomorrow. You want to enjoy your new car.” So, | said, “What are
you offering?” She said, “It’s the same thing. It’s 2.89%.” I said, “Well that’s not
exactly the thing.” And, she said, “Oh, you won’t notice the difference. It’s the same
thing.” 1 was bearing in mind, again, my husband is preparing to leave and | said, “OK.
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Whatever. Just do it.” Thinking, “I do want to get out of here and we will just go back to
the credit union and mull it over.” So, by the time we got to the business guy, I’'m
looking on his computer screen and it’s now 3% and I don’t know what happened
between 2.89% and 3%. And, | said, “Does that say 3%? How did this happen?” | can’t
remember his answer, but it was very smooth, very glib. “Well, you know, we’re talking
business now.” Or, something stupid like that. So, they were in some game about
interest rates. Two point 89 (2.89%) becomes 3.8%, but let’s not worry about that now.

How did you resolve that?

| left it at 3% knowing | was going to roll it back to 2.49 at the credit union. There’s no
point in fighting with these people. They were just cutting(?) us all over the place. There
were not a lot of customers in there, | have to say.

You financed through the dealer, correct?

Yes. Yes.

Then, did you go back and refinance through the credit union?

We’re just in the process of doing that.

So, you’ve started to do that. OK.

It’s been a couple of months. Time just went by, you know.

Got it. You said you bought it in | ! believe.

Yes.

You already had a plan in place that you had already arranged pre-financing through your
credit union, but you were looking at the dealer, just telling(?) what you were going to
do, and you decided to go through the dealer there onsite.

Yes.

What influenced you or made your decision to go ahead and do it there onsite at the
dealer?

| guess, this woman said, “Oh, it will just be so much easier.” And, | probably just
resonated to it’s quick and easy. Let’s just do it. At this point, you know, it was 2 hours
after supper time and we’re just sitting there and you go for the word “easy and quick.”
“Oh, let me just take care of it. You can do that later. Just sign here.” So, we probably
fell for that. It was easier.

What was the process for establishing the financing there at the dealer?
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What did they check?

Yes. What did they check? Where did you discuss the financing? Was it a different
location within the dealership? So, you finished with the salesperson, you worked with
the manager, what was the process?

Then we went with the manager and she ran the credit check and was like genuflecting in
front of us after she got the credit check she was so happy. “Oh, people like you with a
credit score like that.” She was euphoric about that. “Just our kind of customer.” She
said, “You may be old....” Her every word for us was how awesome we are. We’re an
awesome couple. We’ve got an awesome credit score. Yes. | said, “All we need is an
awesome car.” So, awesome was her every word. That was still in the main desk in the
main room and | guess we agreed to the financing and | said, “We do want to talk about a
service contract.” “Oh, you’ll take to |l about that.” So, we didn’t really come up
with a car payment there because we knew we were finished with the process. She said,
“You can make adjustments when you get to there.” Then we went to a smaller cubicle
place.

What terms did you discuss when you were talking with the dealer rep about financing?
When you got to the financing rep, what terms were you talking about specifically? You
may have mentioned some of those but remind me again.

Terms. Well, we thought...we had certainly planned on a 5-year loan. But, what was
more important to me is how much a month am | going to be paying on this. And, when
he rang it up and said, “Oh, with this and that and the other and the contract, the service
contract it’s going to be $400.something.” And | was the one just going, “No, it isn’t.
No. No. No.” So, he quickly recalculated it with a 6-year loan and that was fine.

Got it. So, you negotiated that part of the financing.

Yes.

Were there any other parts of the financing that you negotiated with them on?

Well, I think we negotiated, said what we wanted and didn’t want on the service contract,
but that’s not what you’re asking me.

No, on the actual financing.

No. I don’tthink so. | don’t know what that would be. We were just negotiating the
monthly payment.

You said you’re in process but you really haven’t gone to do it yet, but you know that
your plan is to go ahead and refinance your car with your credit union.



R: Yes. Where 2.49% actually means 2.49%.
M: Got it. You had already scoped that possibility out before the actual car purchase.
R: Yes. Yes.

M: What credit union would you be...

R TR

M: N

R: Yes.

M: It would be the same vehicle, everything, just new financing.
R: Yes.
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ADDITIONAL PRODUCTS AND SERVICES

M:

OK. Did the dealer offer you any additional products or services to purchase? Any other
products or services related to the car?

Well, the service contract. They offered us also the GAP insurance which we did not
take. We knew we could get that at the credit union also.

What did you like, if anything, about the dealer offering these additional products or
services to you?

What did | like about it? | guess | expected that they would. I didn’t think anything else
about it.

Anything you didn’t like about it?

No. I thought he took no for an answer when we said no to the tire thing and the
undercoating and that other stuff they offer. We just went with the basic service contract.

When did these additional products and services like the ones you just mentioned, when
did that come about in the financing process?

Probably after, I’m quite sure after...l was the one keeping my eye on the bottom line,
what’s the monthly payment. The monthly payment wouldn’t have made a lot of sense
without the service contract. So, I’m trying to think if he just assumed we were getting it.
| think...the service contract probably came up as we just sat down and said, “OK, here’s
the car, here’s the cost of it, and yes we’re interested in the service contract.” So,
probably the bottom line number came out pretty early on in the conversation, if not in
the second sentence or so, you know.

What information did the dealer give you about those additional items like the service
contract? Well, that’s what you took. But, when they were discussing these, what
information were they giving you about them?

He started in on this one phrase, “Zero deductible. Zero deductible. Zero deductible.
And, it covers everything. Of course, not your routine maintenance.” So, finally I said,
“Could you just tell us what it doesn’t cover?” And he’s, “Oh, that’s wonderful. What a
wonderful question.” He was thrilled at my brilliant awesomeness. | don’t think it was
that profoundly brilliant. He was good at saying the routine maintenance...l’m not sure |
could quite reconstruct that, but thinks it does not...a flat tire it doesn’t cover and this and
that and the other. He did go over what it doesn’t cover. Here’s the original contract. |
got to laughing looking at it recently because he kept saying, “Zero deductible” and we’re
thinking, “Well, that’s good” but now | see there were other options that we were
probably so tired and glazed that | didn’t think to say, “What would it cost with $100.00
deductible?” It probably would have been a heck of a lot cheaper. But, we didn’t get to
that. Although you’re signing everything, you’ll want the platinum coverage. 1 didn’t
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have any idea that it would be wise to ask what are the other coverages? | didn’t think of
that.

Did the dealer go through the price of each of these items?

No. No. We just want the zero deductible platinum coverage because, “Just look at
people like you, you’re going to want platinum coverage.” So no, | have no idea what the
other ones were or what they would have cost.

What about things that you chose not to, like GAP insurance? Did they go through the
pricing?

| think they told us about the GAP, but we said confidently that, “No, we’re not going to
get the GAP.”

Just no.

Yes.

The only additional product that you bought was the service agreement, correct?
Yes.

What was the process for you in deciding to get the service agreement, the add on, and
what was the process for you deciding not to get the other? So, what was the process in
deciding which services to purchase or not to purchase?

The reason not to purchase the GAP insurance would be that | knew whatever number he
named, | knew that the credit union was going to charge $449.00 for that. Whatever he
said was more than that. So we just went “No.” And, he accepted that. Now, this...I
think the process was we had been stuck before with huge repair bills. | mean, from the
I - C the dealer’s ever explanation on that one was, “Oh, it’s a
sensitive car.” Yes, that’s pricey repairing a sensitive car. | don’t want one that
sensitive. So, we were pretty sure that this was really good coverage, based on our
experience, | guess. The tire stuff, the tire protection, | don’t know how they would ever
determine what’s covered. 1 just thought we’d go to [l and get a new tire. It’s easier
than this other stuff.
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CONTRACT AND POST-PURCHASE
M: Did you have an opportunity to review all the paperwork before signing it?

R: I’m sure we did. Look at it. When you’re tired and hungry and looking at it, note to
purchaser, you know? Yes, I’m sure.

M: They did give you an opportunity to review it all before you signed it?

R: Oh, yes. Take your time. Look it over. I’m sure they did and we just went, Oh, you
know? Just sign it.

M: You’ll love this. What did you like, if anything, about the paperwork or the signing
process?

R: (Laughter) They gave us a pen? | don’t know. What did I like about, if anything, the
signing? You know, it’s so funny. It looks so obvious now, when you see
deductible...what I could have liked is, “Gee, open your eyes and ask these questions.”
But, I didn’t.

M: What, if anything, did you not like about at the process? You know, reviewing and
signing.

R: | think it would have been interesting...l didn’t like the fact that | would have had to
really dig to get alternative costs here, and I didn’t. 1 didn’tdo it. It was not obvious to
me that there were other plans. |1 mean, | can’t believe I’m saying this, but I look at this
and he said, “Oh, we’re going to get you zero deductible.” Like, that’s doing us a favor,
you know? “Look, zero deductible. You’ll never pay anything to get the power train, to
get the this, the that.” And, gee that sounds good. But, my critical thinking didn’t pick
up on, what would it cost if you pay a small deductible? So, I didn’t like the fact that it’s
right there in front of me but I didn’t see it. It wasn’t pointed out.

M: Any of the other financing documents, anything about those that you specifically liked in
the process or disliked in the process of reviewing those?

R: | think this stuff, the retail...

M: Did you review all this at one time? Was it a one step process? All of it at one time?
R: Oh, yes.

M: It wasn’t segmented into different sections.

R: And they’re saying, “Sign here the odometer reading, sign here on this and that and the
other.” It was all at once. This thing...I certainly looked at it. This one, it looks pretty
straight forward, truth in lending, there is 3% that somehow just became normal, the cash
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price, | mean, you know, | just kind of glanced at the numbers. Gross trade-in allowance
$5,804.00.

Have you had any contact with the dealer since you purchased the car?

Yes we have. They told us, and I don’t know if this is one of your other topics, they told
us, “Don’t worry about Motor Vehicles. We take care of that. We’ll mail you...” Oh,
we all decided we could keep out license plates and there began a huge headache. “You
can keep your plates.” And, there’s a sticker on it paid through March of this year.
“Don’t worry about updating the stickers. When you get bills at home ignore them
because we will take care of that. We will mail you the stickers.” At this point it’s, OK,
OK. And, I think I even asked, “Did you say you’re going to do the stickers? Did I hear
that right?” “Yes, yes, yes, we handle all that.” Well, we kept getting bills and the end of
March kept getting closer and closer and we get down to 2 weeks before the end of
March when our stickers will expire, and | started calling the dealership. “Oh, |
remember you. How is that car?” The car is fine, and | said, “I’m very concerned. We
don’t have our stickers.” She said, “Oh, that’s outrageous. Let me check.” She talked to
somebody, came back, and said, “You’ll get it today or tomorrow. They just mailed it on
Friday.” Well, I don’t believe that. But, of course, it didn’t come. So, I called her a
week later and said, “You do know that the deadline is coming up and we haven’t
received the stickers.” “Oh, they must have gotten lost in the mail. When can you come
by and pick them up?” | said, “I really think you people should overnight express them
to us.” And, she said, “We don’t do that but I can have them on my desk. It will give us
a nice chance to chat. You just drop in any time.” And, | was thinking, “Chat? Yes.” At
this point a friend said, “Why don’t you call them and tell them you’ll come in and pick
up a loaner car because your car will be illegal to drive on the street?” They were just
lying. They had not done it. So, finally, like 2 nights before the end of March | said,
“I’m coming in. It’s obvious that you people are not going to provide the stickers.” She
said, “Well, they must have gotten lost. At least one set of them got lost.” | said, “Yes,
you know.” (Inaudible) on somebody’s desk. So, | went in and picked them up and that
was that. So, yes, we’ve had contact with them.

But, no contact about the financing or the contract?

No. Made a couple of payment and everything.

Was placement of a tracking device required or discussed with you at all about the car?
What do you mean?

Just, any conversation about a tracking device? Did they mention anything about that at
all?

Well, it has the window with all that stuff that we barely know how to use. You know,
the radio and the rear view camera. But, no.
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M: Didn’t mention anything about that. Just a question.
R: Does that mean, like if it were lost, where is the car? Is that what you mean?

M: I’m not sure exactly what that would mean per se for each person. But, I was just curious
if that was brought up or talked about.

R: No. | don’t think it came up. No.
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OVERALL UNDERSTANDING

M:

R:

Got it. Let’s talk about your paperwork a little bit. Is it OK if I look through?
Sure.

I’m going to ask you some questions about it. This document, what is this document
here?

This seems to be a breakdown of everything we spent. This must be the bill that we
agreed to.

Was any of the information on this document left blank when you got it or when you first
saw it?

To be filled in later?

Yes.

No.

What, if anything, about the document did you find easy to understand?

I would have focused primarily on this one, the interest rate, the finance charge is, you
know, the amount we are financing. | would have looked pretty carefully at that. Yes,
yes, yes. Beginning in

You found that section easy to understand?

Yes. | think my thinking on this breakdown of deliver charges and all this kind of thing
is something that I always say, “You know, | always forget when you look at a price,
even a sticker price on a car, you forget how much more it’s going to be by the time you
add up things.” But, you know, | saw that. | wouldn’t know what every single item...1
mean, license e-filing, a lien temporary tag, which I didn’t need a temporary tag. So, that
part would be strange.

Anything difficult for you to understand on the document?

| think they would have explained it if | asked.

Can you show me on the document where your monthly payment is?

Yes. Right there.

Got it. How about the APR?
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Oh, yes. Here.

Right there. OK, 3%. OK. And, the length of the payments?

Yes.

There. OK. How about, where is your downpayment on this document?
It was a trade-in. That’s all we did.

That is where on here?

Here.

Got it. OK. $5,804.51. Got it. OK. That’s what you expected that to be based on your
talks with them?

Yes.

We talked about the monthly payment. They first told you a specific monthly payment
and you said that’s not going to work for you.

Under a 5-year plan.

Under a 5-year plan. Then you told them that wasn’t going to work and then they gave
you a suggestion for...

Adding it up to 72 months and then | saw new numbers and said, “Yes, we can do that.”

When you first talked about the rate, the APR, you said you were a bit surprised about the
APR, and it moved.

It moved. From the 2.89% which she said was just the same as 2.49%. Everybody
knows that. And then, all of a sudden it was 3% and he just kind of chuckled, like, yes,
ha, ha, now let’s talk about the service contract. So, | have no idea why it changed.

You didn’t push on that because...you didn't push back on that...

| just felt resigned to it and | also was pretty resigned to we got to get out of here and go
refinance this. This is crazy. See, | find this form...this form is OK.

You were comfortable with...they suggested the length of payment going from 5 years to
6 years and you were good with that?

Yes. Yes.
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On the actual...on the trade-in, did you have to negotiate on that at all?

They kept offering a little more on it because of their story about the guy had come in too
low with an offer on the new car so they were making it up on that. They kept adding it
up a little bit to get us to the payment where we could be comfortable with that.

The contract was fully executed, the financing, all of this was fully executed when you
guys left that day? Did you leave with the vehicle that day?

Yes. Yes.

Let’s talk about the add-on. The service maintenance. Were there any add-on...you said
there’s no add-ons beyond the service agreement?

Right. Well, there’s this thing called...it cost $500.00...1’m not actually sure I could tell
you what the difference is. The |JJJ il is something or other. There’s 2 things.

There’s 2 things. There’s a continuous customer service contract of $1,950.00. Then,
there’s a [l maintenance contract of $550.00.

Here’s the $1,950.00 and | don’t know what that is. Perhaps I can find a piece of paper
that says $550.00? 1 don’t know. | \What does [l .. Does that tell you
anything?

I $550.00 That seems to be a bit of a surprise to you.

The fact that it was [l Well, this was |l dealer so | think they probably do
more [l than anything else. 1 don’t know what that means.

You specifically went in knowing you wanted that service contract of $1,950.00.
Yes.

That you’ve got here. Correct?

Yes.

There it is. There’s the $1,950.00. | was searching for it myself. There’s your
deductible.

As for what | signed that’s $550.00, good guess. | don’t know. This is just a Xerox of
that. That isn’t going to tell us anything. Maintenance contract. Scheduled maintenance.
| don’t know what it is.

So, we don’t know what that $550.00 is.
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We don’t. Five-fifty. That’s quite a bit of money. | don’t know.

Is there anything else on there? Let’s see. You’ve got $1,950.00 and $550.00 and that’s
it. All the rest of it is just normal fees?

The rest looks like | understand it. 1 don’t really know what that one is. If it’s || | .
it should be included, like that’s what you get with the car. But, that may not be the way
they see it.

We talked about the maintenance agreement itself, that you didn’t really notice the
deductible options there.

Right. Right.

Otherwise, do you see anything about this maintenance agreement that you signed...what
do you find easy to understand about it and what do you find difficult to understand about
it?

| don’t know what’s the difference between platinum, gold, and powertrain. They use
platinum in the same tone as “we’re awesome.” Like, “You people, people of your rare
discernment, you’re going to want platinum and zero deductible of course.” And, it
sounds good, zero deductible. But, I’m just betting that if I said, “l want platinum with
$100.00 deductible” that would have sounded even better if they offered it. You know,
if I had asked questions about that. Other than that, vehicle service agreement, I’m not
sure | could define exactly what it covers and what it doesn’t cover. I’m not sure | could
tell you that. I guess we’ll just find out.
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DISCUSSION OF OTHER DOCUMENTS OR OTHER POINTS/FALSE CLOSE

M: Is there anything about the documents that we haven’t discussed that you’d like to talk
about? Is there anything that you didn’t understand or anything that I haven’t asked you
about that you specifically wanted to bring up?

R:  No. I don’tthink so. Look at this. || |} | 'ocal marketing. It says $150.00. Why
am | paying for that? | don’t know.

M:  This is on your vehicle invoice here. So, a line item for || BBl 10cal marketing.

R: | have no idea what that means. And, if you had asked they would have said, “Oh, that.
That’s our office building” or something. This is the same? Yes.

M: Same thing. Yes.
R: Do you need that?
M: No. No.

R: | mean, it’s just sort of comical when you look at destination charge, and then local
marketing assessment. It means nothing.
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OVERALL EXPERIENCE

M:

We’re kind of coming to the end of the interview. | haven’t received a note in yet for
anything to be further clarified. I’ll give my colleagues a chance to send me a note if
there’s anything else they want me to ask you. But, while I’m waiting to see if | get
anything in, 1’d like to ask, after our discussion and reviewing all the documents and
materials, did you have any final views on your overall experience purchasing and
financing your car?

I guess my overall view is, my husband and | are smart people, highly educated
professional people, and we did pretty well. 1’d give us like a B in this whole process.
We did well at selecting the car. We’re very happy driving it. It’s a really sharp little
car. I’m very happy with it and my husband is happier than he thought he would be with
it. So, that part, good. The crazy things about the financing, it’s really hard for me to
admit | wasn’t as assertive as | could be. We kind of just signed these things after a while
in a fog. If we can get in a fog and just, sign here and sign here, then so can other people
get put in a fog. It takes so long to do this. | mean, that buying session is excruciating,
so you sort of don’t want to say, “Oh, yes. Explain that again.”

About how long was the whole session there?

We went in...1 think we went in about 4:00 PM and we must have gotten out at 8:00 PM.
| don’t know.

So, about 4 hours.

I’ll bet. I’ll bet it was. It sure felt like that.
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CONCLUSION/FINAL COMMENTS

M

R:

well, . You’re awesome. (laughter)

Thank you. I’ve been told that before. You just know why it comes up.

You were awesome. Thank you so much.

I’ll sign anything. Call me awesome and I’ll sign it. So, no note from your person?
No note from my person.

Where would the note have come from?

It mysteriously arrives. No, one of our staff would just bring it in.

Oh, that. In person.

In person. The old fashioned way. Thank you so much for coming in. We really
appreciate it. Thanks for taking the time to talk.

I hope it was helpful.

It was. You were awesome. | have to admit I’m bad about overusing that word myself.

My brother even teases me about it.

You could sell cars if you’re going to be that way.

// end of recording //
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AUTO BUYER STUDY
136619

SHOPPING FOR AND CHOOSING A CAR TO PURCHASE

M:

R:

e 136619

For the purposes of the interview, if you could state your first name only.

Okay, ] . can you tell me what is the most recent car that you purchased?
N ]

Okay, and when did that occur?

The process started in [ of last year.

Okay, so [ NS

Yes.

Alright. And what did you like, if anything, about your experience shopping for and
choosing a car?

Well, 1 liked the fact that for what | was looking for — | was looking for something with a
stick. I wanted a manual transmission, so | liked the fact that they had quite a few
options out there for me.

Um hmm. How were you searching for these options?

Well, I started on line. That was my first attempt, to go online. 1 went to [JJij and you
can punch in what you want — previous owners, no accidents — | started with that. But |
found that they were a little bit pricy for what | wanted to spend.

Okay, so you had in mind what you wanted to spend?

Yeah, | had a budget.

Okay.

| have a mortgage, so | had a budget. But I liked the fact that it changed, because when 1

was young you would open in a car lot. You couldn’t just go in and everything is right in
front of you. So, I kind of liked the fact of being able to have that at my fingertips.



e 136619

Okay. Was there anything you didn’t like about the experience of shopping for a car?

Yeah. | would say about 75% of the dealerships, they expect you to have A1l immaculate
credit. And I’m one of those that don’t.

Um hmm, okay.

It doesn’t mean that I’m not entitled to a car. So, | didn’t like the way that they pre-
screened me to qualify.

They pre-screened you? Can you tell me what they did? Give me an example.

For example, 1 went to a dealership in || | | | | ) EEE. And the minute | walked

on the lot, the guy had mentioned to me — he showed me where the cheaper cars were
without even asking how much money | had or anything — where the lower priced cars
were on the right-hand side.

Well, did you tell him you were looking for a car...

He didn’t give me a chance to say anything.

So you didn’t say anything. He just made an assumption?

Yeah, he just made an assumption. So, after speaking with him | learned then the
different options that they have now for financing. And, | don’t know, like | say, due to
my credit, it was tough. It was tough.

And what were the different options for financing?

Well, they had, of course, outside banks and institutions. They also had where you can
deal with your own bank. | guess third-party is what they called it. And then they had
the inhouse financing. But a lot of their inhouse financing were banks that people like
myself wouldn’t have credit.

Okay.

Only to find out I didn’t qualify for any of those, either, because they were looking for a
certain amount of income. And I didn’t quite — | was close, but | wasn’t quite there.

Okay. So, what did you do after you went there?
| left.

What dealership was that, do you remember?



R: | don’t even remember the name.
M: That’s okay. Not important. Go ahead.

R:  And so then | left and on the way out, | was headed back to the ||| | | | | |GGz nd
| saw a (unintelligible) lot, so I just pulled in just to see what they had. So generally they
all offered the same thing in that area. They offered in-house financing, but it was
through a third-party finance institution.

M: Okay.

R: And then, one tricky part about it they had was where they wanted a certain amount down
and then they had something that | think is crazy — they had processing fees.

M: Um hmm.

R: I’ve generally got an idea now, but I didn’t know what it was then, but | changed that
idea. A processing fee is just I’m paying you to do the paperwork.

M: Um hmm.

R: Why? Why do | have to pay you to just give me a pen to write down some information,
and I’ll pay you $150 (unintelligible). One was $150, one was $280, one was $330 — in
different places. 1’m paying you to just write and fill out some paperwork. This
processing fee, so I didn’t quite particularly like that as well.

M: Um hmm, okay. Is this the first time you’ve purchased a car or you purchased a car
before?

R: Well, I did purchase a car before, but | was a co-signer. It wasn’t me. | just signed as
added income. Actually it was in my first marriage. And | was just a co-signer, so |
didn’t — how do | say it — I wasn’t involved in too much. | signed, but it was my wife’s.
So I’m like, you can work out all the details; call me when you need me type of thing.

M: And then you went in and...

R: Yeah. All the vehicles I had up until then I just bought, used cash - little oopdies as they
call them.

M: That’s what they call them?
R: Little oopdies, yeah. | had those mostly.

M: Okay. Let’s talk about it a little bit more, and tell me, what influenced your decision on

wanting to buy a [N
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over a ] because of the longevity of their running. 1’ve seen old
still on the road from the 1970s. So that right there, I took into account, plus I’m
not a spring chicken. 1 was just ] Sunday.

Well, mi cousin — | have family members that have ||| | ]l And easy, but a
Happy birthday.
Thank you. So, I know pretty much what runs. So, | was interested in either a
or a . so | was kind of for both. I just happened to find a
, because they just run and run and run. That’s one thing | like.
Um hmm, okay. And where did you end up buying your car?
I s on I

Okay, and how did you pick that?

Actually, | heard about it from a friend. Because they do in-house financing. But it’s
buy here, pay here.

Oh, what does that mean, do you know?

That means you just pay them directly. You’re not working with a bank or institution or
a third-party financing company. You’re just dealing strictly with them. The owner of
the company chose to allow me to bring payments in to him biweekly — whenever | got
paid — and in the amount | got paid. And he gave me nine months to pay it off.

Wow.

Which was what | thought was great. So that was one of the things that landed me there,
because, okay, finally somebody is willing to give me a chance, because of my credit.

Uh huh.

So, | blame me for having bad credit — not really bad credit. | was just told that | don’t
have no credit. So | don’t have good credit or bad credit; | have no credit. Because |
pay cash for a lot of stuff.

Um hmm.

But anyway, | landed there because of that, and he happened to have several

So you got to choose?
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Yeah. The determining factor of what I got was that it was a stick — it was a manual
transmission. So it was pretty much exactly what | was looking for. And it needed a few
adjustments, a little work done on it. Like the tire was flat. The left mirror was cracked,
and the inside ceiling on the inside was hanging down. So I told him, you fix those
things and you’ve got a deal. So he did. He put a brand-new roof on the inside, replaced,
the mirror, and fixed the tires.

Okay. Can you tell me, how long did the entire process take from the time that you
arrived at that dealership until you left with or without the deal?

The first time it took three hours.
Okay, so you went more than once?
Yes.

Why did you have to go twice?

The second time was to pick up the vehicle, because they had to do the necessary things
that I asked him to do for me to take it.

Oh, you mean the repairs?

Yes. | wasn’t taking it until they did that.

Okay.

But the first time, about three hours.

Alright. And the second time?

The second time | was there — as a matter of fact, when | pulled up they were washing it.
Okay.

So that took about 25, 30 minutes. It didn’t take long at all.



AGREEING TO A PRICE FOR THE CAR

M:
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So, the paperwork that you had to do for the vehicle, did you do that the first day or was
that...?

The first time. | had already had everything signed and finalized. Of course they
financed it, and there was a different price in the cash price and the finance price.

What do you mean? Explain that to me.

They had a sticker on it that said — | think the cash price on it was $4800, and the finance
price was $5200, | think it was. Yeah, it was $5200.

So what does that mean, actually?

All it means is if you’re willing to take payments from you, you pay us directly, then
we’ll charge you a little more. But if you come in with straight cash, it’s $4500. The
cash price was $4500. So if you come in with $4500 you can take the car home right
now and everything, but if you want to finance it through us, it would be $5200. So you
pay a little more as opposed to the cash price.

Um hmm. And why did you choose to do that?

Well, because | didn’t have $4500. | just didn’t have that much. But I chose that option
also and that the dealership because, like I said, they chose to work with me. | put $2500
down, so I did have a little something. And then they allow you to make payments. Not
only that, it was interest-free.

Oh, so they didn’t charge you interest?

No.

Wow, that’s pretty interesting. Did you know somebody at that dealership?

A friend of mine had bought a car there before, as | stated earlier, somebody told me
about it, that they do that. They do in-house and they don’t charge you interest.

Wow.

So, they’re right there where I live. | think they’re |JJJJlf with their own business. 1t’s
two brothers. But that was one of the reasons why.

Alright. So, let me ask you this, you said that they had two prices. One was if you
financed it and the other is you paid cash for it.

That’s correct.
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How did you arrive at the price of the car? What did you have to pay for the car?
Well, I have one more payment left for $500, so I’m still paying on it.
That’s fine. What did you pay for the car, what was the price on it?

Including taxes, the terminal price of the car was about $5485, something like that, and
that included the tags and the taxes.

Okay. And that’s the price you arrived at, or that was the original price?

The original price that was already on the car. They had this sticker hanging from the
rear-view mirror on all the cars — the cash price and the finance price, which of course the
finance price was higher. So they already had a sticker of $5200 on there for the finance
price and $4500 for the cash price.

So the sticker on the car said $5200 and then you ended up paying $5485 because that
included...

The tags, the license, and the taxes.

Okay. So you paid the sticker price on the car.

Yes.

Did you know whether or not you could negotiate any part of that price, or not?

Well, I didn’t really even ask. | thought about it, but | guess | was so excited that | had
an opportunity to get a vehicle without all that hassle, and they know that I’m being very
transparent. Knowing my credit, | wasn’t really trying to argue. Let’s do it, you know?
Because | just didn’t want to push it too much.

Okay. You didn’t want the dealer to...

Right, I didn’t want it go south, so I didn’t.

Okay. Was there anything about the process about agreeing to the price of the car that
you particularly liked or didn’t like? Thinking back on the experience.

The process?
Yeah, the process of pricing — talking to everyone you talked to about the price of the car.

Well, the process wasn’t that bad. The only thing I can think of is there was another
. It was an automatic. It had the same features; the only difference is one
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was automatic and the manual was priced a little less. And I didn’t quite understand why,
when I’ve been told that a manual transmission costs less than the automatic if you go to
a big brand-name dealership. But I couldn’t understand why.

Did you ask the question, why?

Yeah. They said they just priced it as is. So he kind of blew me off with that one.

Oh, okay.

But, you know, later on I discovered it’s because the automatic had brand-new tires and
the roof wasn’t hanging down and the mirror wasn’t broke. So, | later on found out.
When | went there to make payments and seeing the car, finding the car was gone — so
they sold it.

Did you pay for the improvements in the car?

No. | pretty much made it one of the options to get the deal.

Okay. Can you tell me — first of all, who did you deal with — a sales rep?

Actually he was a sales rep, lot guy, because | would see him always moving the cars
around, washing the cars. He’s the one I dealt with as far as actually looking at the car,
test driving the car — they would put the tag on it so | could test drive it.

Okay.

He opened the lid and showed me everything it had. So I dealt with him. But when it
came to the financing part, | deal with one of the owners. He was just sitting down.

Okay. And can you tell me, at any time did any one of the dealers indicate to you that
you could get a better price on your car if you agreed to certain conditions?

No.

Okay. Did you have a car to trade in when you went to the buy this car?
Yes, but I had a || | | . 't wasn’t worth nothing.

So did you trade the car in?

No.

What did you do with it?



| sold my car to my cousin for $200. Because | had tried it in | JJJllf - ! had mentioned
the trade in and stuff like that at the time when | was talking to him, and the most I could
get them to come up to was $50. And they’re right, but they said due to the mileage and
year of the car, it wasn’t worth nothing. So I sold it to my cousin for $200.

How many miles was on that car?

oh, wow, about [

And did you owe any money on that car?

No.

So, how did you pay for your car again? You said you financed it?

Yeah, | financed it.

Did you have to put any money down?

Yes. | put $2500 down.

$2500 down, and then the rest you financed.

The rest | financed. I’ve got a stack of my receipts from — I just financed it through them
and | went there every two weeks and made a payment.

Okay. So, they lent you the money for the remaining part that you did not pay cash for, is
that...?

That’s correct.



OBTAINING FINANCING

M:

And tell me about the financing process, the experience that you went through. You were
talking to the owner — tell me how that went. What were the good parts about it; what
were the not such good parts?

Before I knew that they had the inhouse (unintelligible) meaning paid up by their
(unintelligible), 1 was kind of cautious because of my uncle. When | first sat down, | was
like here we go. He started getting out paperwork, talking about it, and I’m like, okay,
I’m looking for the credit app now. I’'m like, I don’t want to see that. But it says in-
house financing, but | was told by a friend, as | mentioned earlier,