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Harley- Davidsen Motor Company
P.0. Box 653
Milwmukee, WI 33201

Atty: Costomer Service Department

~
Round o, 7 [N

Date: 180CT04
Diear Sir or Ms:

I amn writing 10 describe problems that I have attempted to resolve through your dealar, Area Rep and
Harley-Davidson Customer Service Department lelephone support process.

I primarily believe there is a problem with left to right movement of the swinparin on my motorcycle when measured
at the rcar axle, The mechanics seem to be unable to maintain the alignment of the motorcycle as well.

The problem has been severes enough at times (o cause the motorcycle 1o veer suddenly, and without obvious reason,
left intg oncoming raffic. [ have experienced the problem since about 800 miles wers on the motorcycle.

Here is what I can visibly sce. When the motercycle is properly supported by a lift, I car move the swingarm left
and right in the motorcycle without applying enough pressure to move the engineidrivataie assembly.

At this point I bave been told thers is nothing else that will be done to address the problem. Purthermers, 1 have
been told that addibonai “sarvice potions™ in this matter will be billable to me. I believe this is inappropriate.

[ did not expect to bave this problem so I did not keep “ascurate” records. Therefore, I have recreated from memorey
and some documents the sequence of events ag best I can at this time.

Is thers anyihing that you can do ta belp me get this problem resolved on my motoreyele?

I"ve been riding Harley-Davidson for 38 years, mostly used, I saved long and hard for this wonderfol machine.
Please, help me realize the dream, Please be the compzny that I have always known you to be.

Attochment: Repair Attempt Sequence

OO NHTSA



Repnir artemp sequence

Harley- Davidsca Motor Company
P.0. Box 653

Milwaukee, W1 53201

Attn: Customer Service Department

Reference: HI» Service Report 212-382

Purchesed: YIN #IHDIFFW1 T4
Bell County Harley-DavidsonBuel]
720 M. General Bruce Drive
Temple, Texas 76504

Fhone: (254) 773-2243
To Whom It May Concern:
Background:

1 purchased this FLHTCI, 2004 mentianed above, on 20MAY 2004 at Bell County Harley-Davidson/Buell from
Draw Biexds,

The experience was guite pozitive and I cormmended Drew and his team for the entive process and gave B pedfeet
score in the survey which followed in  few days.

About three (3) weeks after purchrse, on or around 19T, I brought the bike in for its first check, the 1000 mile,
when it had a kit over 900 miles an the odometer. Problem #1 below eontinues following replacement of the sear
tire (at my expense due 1o & punctire). Problem #2 continues end is the primary issus reported to HD Costomer
Service Department {HDCSD) in HID Service Report 212-382 which began on 20SEPC4.

Vizit #1
Buring the 1000 mile inspection, I mentioned three {3) specific “problems™ I was having.
1. The rear tire was losing air
2. The motareycle (MC) bad a pronounced tendency to bank/ean to the left when decelersting {i.s.; rolling off
the throttle to do engine hraking)
3. The cloch would “chatter™ as released and it entered the “friction zone®

Result #1
1. Air was checked in reer tire and T was asked to “keep an eye on it”
2. Bike was ridden and the problem was vecified. Mechanic made several checks and adinstments, 1 was
asked to watch it for any recurrence or other handling problems
3. Chatter of elutch unresolved

Following the request of the mechenic for mors information, 1 farther observed that the MC wanted to “change its
line” through tums during my ride back home (50 miles). I countinoed to ride the MC for a week trying to find a
“repeatable process” by whith the preblems could be comrested.

The prablem seemed to exhibil itsslf an a feel of “instability” of the MC and in several occasions the MC exhibited
the tendency 1o drifioggressively move to the left when attinkde of the bike changed. Ir onc instance, at about
50mph in a lef curve, the MC literally went inte oncoming treffic, 2 move which [ eslimate 1o be of about 5-6 Feet of
Lire: track.
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To further verify what I was experiencing regarding issus #2, when traveling a steady speed on straight, flat, smooth
roads, there was a discernable forward pressare on the right handgrip to keap the bike in a straight line. Any changes
in the throitle would cmes= immedizte changes in the necessary pressure on the grip.

I called Bell County HDY (BCHIY) around 23¥UNC4 to report {hat pm.‘;.llem #1 and #2 continued. I was requested o
schedule to bring the MC so they could pecform & “vehicle aligmment™ with the HD tools.

Visit #2
I delivered the MC eround 30JUND4 by trailer due to my handling concerns.

I made numerous calls but the bike hed not been worked on for almost 10 days. I was called on 00TULGY, over 14
days sinca delivered to BCHD, and informed the MC wea ready and the problems were resolved. However, 1he bike
appeared to not havs heen worked on and wes extremely dirty s if sitting cutdide for days. The Service Menager
stated the MC was “withon specifications” of pressure on the handgrip.

I trailered the bike home as T wanted tha charce to do some riding in a safe area before encountering sipnificant
fraffic or riding a passenger.

I rede the MC the next day approxireately 125 miles solo. The sudden direction changes seemed less, but the bike
still had the instability and difficulty “holding a line”, even with n steady pressure on the handgrip.

Over the neat 2 days, 10-1 1501004, I rode apother 500 milex, mostly with a passenger. On 11JUL, when doing about
60mph (the rated speed for the curve) io a right hend curve, on Texas 377, the MC, moved from the right lane o
ancoming Lraffic before I could press hard socugh co the right grip to increase countecsteering and bring the biks
vhickr control. There was no discernable wind that day.

Each morming 1 hed to add air to the rear tire, 50 X verified the sir pressure after the incident above {when I stopped
to regain My composure) and it was around 45 PSI.

Note: It was at this point, nearly 600 miles after picking up the MC from BCHD that this serions example
resurfaced.

1 was unable to ride the M for several weeks due to medicel reasons, but checked the dre several times in an
attempd tor find o foreign object in the tire, Nooa was foend during my inspeetiom oc the inspection of two other
riders,..yet it continued to lose eir pressure.

Visit 23
24FUN ... BCHD checked the “front end alignment™ and Clutch adjizztment

Result:
A. Mo change in bandling
B. Cluich “rattle” significantly reduced

I coptacted HD Cuslomer Servica Departrnent at 10:48, on 208EP and apoke to LaAnne. Wa discossed  several
concerns ending in the creation of the HD Service Repmt #212-232:

Handgrip pressure

[nstability

Loss of directional contrel

Loss of rear Lire air pressure

Swingarm yaw/end play

mUno e

Yisit ¥4
I was expecting a callback from BCHD and so I called them on 21SEP and they had not heard from HDCSD. 1

called back te HDCSD and spake to Manny who ¢alled BCHD regarding the M( 15aes stated above. Manny called
me back and said [ eould call BCHD to schedule ancther service action. T called BCHD and amanged to bring the
MC that dey und i1 was delivered by trailer on 215SEF late in the day.

I was called on 245EP and 1eld the MC was found to be “in gpec” and ready to be pir.:kad up. Upoi arrival I asked
what thzl meant and was informed that no problem was found and that the MC was not exhibiting the problems I



deseribed. Howewer, they admitied to nol having checked the air pressure in the rear tire. Whan it was checked it
was below 36 PSI. T was told (o watch it.

I told BCHD, Drow Bierds [ would like 1o speak fo the “Area Representative”™. I was told by BCHD that he was
tarely in the aren but they woeuld ask him what o do.

Visit #5

Emailed BCHD saying that pmblems continued and was asked to bring the MC for another check. 1 was callzd by
BCHD and asked, per the Area Rep’s request, to come with the MC to ride with the shop foreman and mechanie to
see if we could get the MC 1o exhibit the problems. T want to BCHD the following Satirday with the MC. The MC
did nol exhibii any of the emmetic behavior I have been expariencing..

Note: Called HDCSD on 29SEP at 10AM. Phillip took the call, promising a “call back™ afier discussing the open
issue HD Service Report #212-382. None was received.

¥isit #8
Took the MC to Central Texas HI onfaround 308EP and asked them te check it. The servica writer, Frank wrote up
the pmablem, I did pot mention the previcus service actions.

A. Rear ond front Lires were low on ait. MC rada ckay for mechanics.,

B. Itailered it home

C. Next day, s in rear tire was d4own to J0PSE Increased to 42PSI. Immediztely took a ride with a passenger
aboard. In & left turn, Bast bound on Texas Hwy 29, the MC exhibited a strong tendency to go to the left
but I stopped it before it crossed into the grille of an approaching Mack trock.

Vit £7
I called BCHD to say the rear tire continued 1o lose air and I was 10ld ¢ bring it in for a check. No punchures feund
price ta my departure, Irode the MC o BCHE {about 50 miles).

A. Upon inspection s n#i! was found in the mar toe,

B. Ipaid for a new tire o be installed and aligned.

C. While the rear wheel was off and the shock absorbers were disconnected, I was able o move the swingerm
left to right what seemed 10 be ' to 3/8 of an inch when measurad at the point where the rear axle went
through the swingarm, :

D. The swingarm did NOT appear to move left to right at the pivot belt but DID meve front to rear

E. Mechanic, Shop Foroman and Drew Bierds promised to raport this to tie Area Rep end get direction

F. Tleft the MC and the next day was called and told “the MC is in spec”

NOTE: 1 used a magnetic base dial caliper to verify the swingarm was toving, indapendent of the reat of the
drivetrain. I measured 330 of an inch left to right at the axdle,

Calledd HDESD on QH0CT to ask status and explain the messurements I found.
A. Rod (or Ron) said he would let Phillip know that ¥ needed to telk 1o someone becausa the problem with
lesing pir and ermatic handling continusd,
B. Rod and I discussed the swingarm movement left to right. Tt was agreed this is inappropriate.
. Awaitzd caliback

Called HD}XCSD on G70CT
A. Spoke 1o Ron who was poing to inform Phillip
B. Callback cecurred. Delay was becauas “the wrong callback oumber in the system™
C. Irequested and was approved to bring the MC to CTHD

Yisit #8

Deliversd MC to CTED 070CT in the morting,

[ gave the Serviee Writer the HD» Servica Report tracking number and esked that the méchanic speak to
HDCSD before beginning work.

Wem by on 11OCT and MC was “ready™

I was charged 5835 because the rear wheel wes not in plignment. Reason: The sdjustment cama are not
working correctly. Parts were not rhanped.

g0 B



E. The mechanic “Jefl™ did not call HDCSE 1o check the HD) Servics Report
F. Mecchanic asked me to leave MO another day so he covld check with HDCSD
. G. Upon pickup on 120CT, service writer "Frank™ cxplained "There is no spec for the left to right motion of
the swingarm"
Called HDCSD 130CT,
A, Phillip promized to eall CTHD
B. At 12:54PM I had not ceceived a callback so I callad HDCSD
C. Phillip repeated the zame words “Frank™ had used whan be spoke 1o me

1 am oow writing this letter, today, i8QCT(M, pleading for some assistance with this obvicus safety issue.



