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Consumer Submits 

and application 

Determining Eligibility: 

Has the consumer submitted their 

10-day notice?  

Does the consumer have a class 

vehicle?  

Is the consumer listed on the opt-

out list?  

If the consumer 

does NOT own a 

class vehicle or 

if they are listed 

on the opt out 

list 

INELIGIBLE 

List the reason the 

consumer is 

ineligible for the 

program and 

upload the 

ineligibility letter 

Consumer has 30 days 

to submit an appeal of 

their ineligible 

determination –  

Did Consumer appeal? 

Yes 

No 

Case is closed and 

reported as closed to 

FCA 

Appoint arbitrator to review 

the appeal – Arbitrator should 

return the appeal 

determination within 48 hours  

Arbitrator overturns the ineligible 

decision and deems case eligible 

Arbitrator confirms the 

ineligible decision 

Notify Consumer and FCA the case has been deemed 

eligible. Eligibility letter should be posted to platform 

along with scheduling steps – Scheduling tool, Pre-

Hearing Form, Use Calculation Sheet, Warranty 

Repair form 

Did the consumer request an 

independent inspection? 

No 

Yes 

Schedule the inspection. 

Ensure you record the 

cost and collect the 

report once completed 

and add it to the 

platform and case file. 

Ensure there is a mutually agreeable date for 

the hearing. Once a mutually agreeable date is 

secured appoint an arbitrator. Arbitrator 

should be in the same state as the consumer. 

Provide parties Arbitrators oath and resume 

If the hearing is in-

person, secure a 

meeting space and 

ensure there is a 

conference phone 

Provide the parties with the arbitration confirmation letter 

– 7 days before the hearing prepare the case file and send 

to all parties electronically and confirm if the Consumer 

or Arbitrator would like a hard copy of the case file  

Arbitrator conducts 

the hearing – 

recording is saved in 

the case file 

Arbitrator issues final decision 

Decision 

is an NFA 

Decision is a 

repurchase/replaceme

nt or further repair 

attempt 

40 Days after 

decision confirm 

compliance  


