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To Whom It May Concemn: 10/28/04

I am zending this letter in a3 a suppicment to the paperwork enclosed. 1have mede
numerous aitempts to resclve this car seat safety problem with Britax, all to no avail. Thave -
spoken to many different customer service representatives and have left messages fora
supervisor to retuen my ¢all. I also faxed the enclosed Ietter o the supervisor that I was told
handles these issues. I still have never received a phone call back from him. [ only receached a
gustomer service rep. After seveml phone calls firorn me. They didn't return my calls either.,

I have a Britax Macathon child safety seat manufactured in June of 2003, I called Britax -
in early August about a problem it was having. The locking mechanism doesn’t work. When
you tighten the adjuster strap you can then pull on them and they loosen. You can achually see
the locking device loosen when yon lift the cloth matertal over it. 1 was told to purchase a box
{which cost me $9.00) and send the car seat in to Britax to be fixed. [ sent the aeat in the.
following day. Abowi 1 and ¥ weeks later I received a recall notice in the mail describing the
exact same problem I hadd described. The letter said not to use the safety and that replacement
straps would be sent. 1did later receive the straps and finally called to sec where my seat was
after several wecks of hearing nothing, 1 think it took about a month before I did finally receive
my seat back with the warranty repair notice stating that it had been fixed. It hes not been fixed
andd still does the same thing. Again I spent an enormous amount of time on the phone again
with Britax trying to get the same problem resolved. 1 have been to 2 different car seat safoty
checks snd have been told the same thing. Do not use the seat, it is not safe, the locking
mechanism clearly alips.

On October 18th I sent the same seat back in (again after hours of getting nowhere on the
phone and being told T would have to pay for if). They still have my seat and [ have heard
nothing about it.

While all of this was happening [ had to send in my seconsd Britax car seat for a vety
similar problem. Again I paid for a box and sent it in and had to purchase a 3rd Britax seat
because Britax now had both of my car seats, both of which were ynsafe to use. Incredibly
enough the 3rd one, which was manufactured in September of 2004 (afler the July recall
deadline) has the same problern. At this point I thought that there was no way this one could be
unsaft after the recall and drove to our counity car seat safety specialist. She looked at all and
checked it amd told me not to use it a% you cam see the locking device slipping. 1 am planning on
returning that one to the store as defective. Luckily in the meantime I have received my
roundabout car scat back from Bntax and it seems to be working fine now. They still have my
marathon (sent back for the second time).

I feel as though there is a serious safety issue with the marathon thet hes not been

* comeeted since the recall and I have been through the ringer trying to get this resolved. Thank

you for your help.

Sincerely,




Dear Mr. Mait Banash, . . CHMIM

i aun writing s etter 1o you out of shear frestration. 1 am extromely unkappy with the servico I -
have received (or shouid I say, no recedved) fhom Britnx in the last 2 momths, In onder for you to tly
wnderstand my frusiration a9 a conyamer with your compeny I need to siart beck in Angust

I have already filed a complaimt agrimst Britax with the Natiosal Higheeay Traffic Safety
Administration and was advised by onr family stsonsey to sl file complnint with the Betier Business
Burcay and Attamey General. 1am hoping thet this Ietier to yoa will avoid that from heppaning, 1 will
bowever do whatever needs to be done to ensare thit o ofser consmers receive the same kind of
trestmnerst

In the baglming of Angest, W4 | called Heitar cad spoke to & womsn on the phomes abot my
Marathon cer scet. [ expisined the problem with it and how it was not safe to use. 1 waa told to bay a box
al nry expense and ik it t0 2 Fed Ex place and send it, She gave me an RA ¥ (04-223-§62) to write on the
box. L gpent 510 o0 a box end Iwgped it down 10 2 Fed ex dealer and sent it off on Angust 7, 2004,  Abowt
2 weeks after thet T recoived a rocal] letier for the Marathon car sest for ihe 3ame problen T describad. 1
called toy makw o that oy car st wioukd b fived zooan aod propecty and & 2sk b be reimburzad fr my
cost of te box, since it was recalled. 1was told that Britax veould not refasbarse me.

At the end of September [ called once agein tn speak with someoos sboot nry second car sest not
working propedy. I told them how my Roundabout car seat was having a very similar probilem as the
Marsthon did., I waes told that it was oo longer under weranty and wondd net be coversd. 1 was oid thet 1
wrould bave to buy the replacement parta and fix it ovyself, 1 explained ory frostration with thet after
cverything T weat through with the fiest ome and herw thin car seat was purchased in 2002, T did order the
replacentnt paris as [ necdod my car scat to be woridng comrectly, T later spoke to & child pessonger safety

program cocrdinatnr wha told ms that I should not bave o pay Sor that. T called back and apolre to
Michalls and she told me thet Britex would fix it end Fad Ex would enme pick ng the cor ssat thet Friduy
- (September 30, 2004). Itokd her that T could not take it to a Fad Ex place as I had had nurgery on my wrist
| the previous Tuwesday amd wes enable to drive.

Becawsz | was unwble o drive axd just received mry Marathon back then I had not yet opened it
when I spoke ti Michells ahont my Roimdlabogt, Maock 1o my dismey when T was ohis to drive and had ny
. husband put fin my fixved Marathon did T find cul that it was not fieed, T went 10 & car sest safity check point
: and was told exactly whet my sbend md 1 confinmed. It was not sak: to put my son in it becmss fw sirsp -
alipped. 1 immediately calied Michelle at her direct # which she had given me704-405-1674_ I ket
nessage efter mesaage, 1 spoke to many operators who always told me that Michelle was either at hinch, or
oa enother Hne and that she would call me back. She did leave one mossga, but | continoad to call and ask
i her to call me back. I never hesnd back from smyone. 1 called Britax custoumer servico ot least 8 imes and
asked to speak to a supervisor. 1w tokd every timo thet nose wore availsble, or even thers,

Abaurt 2 wiek ago I droys t0 the newrtat car seat retailer (an hoor and & half away from me) and
purchased oo p third Britex car scat (call mo crary to boy awotbar Britax) because I had mo car sest to pse
:,E]l If you remembee, yoor compeny hom one of them and the offwr ans & sl not xafi aftec boing seat in

Todey i finally reached  person wt Britax {after waiting 7% minoes } who Bt loast trisd to help me
flw] out where moy roundabout . T spokes s Susan at Britax wd she said she is soing to call o beck and
let me know whet is going on with my tousdaboit and what wes dona on my Marstbon, She said T -woold
need 1o probably resend in my marthon to be boked af again.

In the past 3 years I have spent over 51,200 on Britax car ssats and have had pothing but problems
with them. The funay thing is that with ry older deaghme I dida't bay Britax and acver had sery problams.
As you can se¢ [ have made every hamanty possible effort to resolve this snd still have a safls cor ssat for
oy son. [ went from 2 car seats for our vehicles to none, %0 having to bay a 3™ one in order to have one safs
carseat At this poit [ want to either be reimbuesad fir the last car seat I had to purchase or I want ovy
Marathon to be resent in (without costing 106 wother $10 for a box), fxed and tack to me within 30 days.
would certainly Hke a ¢all back to dincasa thin further with you, My bame phone nomber s 209-736-9240,
{ will do wimttver needs fo ba done in grder o resolve thia isxe in & timaly manuer,

Regretfully,

| | |
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Britax

Algust 2004
' SAFETY RECALL NOTICE

Dear Britax Owner:

Thix notice ks sent to you in eceordunce with the requirements of the National Traffic and Motor Vehicle Safety Ack
Britax Child Safety, Inc. has dacided that Marathon, Wizard, and Husky restraints, as well as the Travadler Paus, man-
ufsctered by Britux for Snug Seat, fall to comform to Federal Miotor Viehide Safety Standan] 213, Child Restraint
Systems. According 1o our records, your child restraint system may be affectsd.

What's Wrong .

Extensive testing has determined that under certain circumstances, the adjutter strap may slip within the metal
adjuster that cordrols the tightness of the hamess and may allow the hamess to loosan. While occurmence of this
shppage Is extramely rare, if it were to oocur, in the avent of a crash, your chifd may move further forward than
affowsd under Safety Standard 213, With this condition, there Is the Increased risk of Injury.

What You Should Do
All constmers who retumed a registration cird to us will autoinatically receive the ad|uster strap replacement. You
should soon receive the replacement adjester strap under a separate majfing,

Lintd the ad]uster strap ks replaced, these restraint modek are safe to use as long as dippage Is not octiwring.
Consumers are encouraged to test their restraints for slippage. To test your restraint, puf on the shoulder hamess
without Iifting the adjuster refease lever (located on the front of the restraint under the cover flap):

» If the harness loasens, use of the restraint should be stopped uril the adjusier strap [s replaced.
* If the hamess does not foosen, the restralnt can continue to be used untd the replacement adjuster strap Is recelved.

Phwmr.mﬁesllppmmdwﬂnpmﬂmewith repeated usage, it & important to check for & secure
hamess with each use of the resiraint.

Instructions for replacement will be included with the adjuster strap replacernent kit Video Instructions will aka be
aviikible on our webstte, www.britaxusa.com, to assist you in this process. Flease do not retum the restraint to the
retaller. .

QuecHons

Please contact o spedial recall krformation line at 1-800-583-2045 with questions conceming this lssue, If you
call, be sure {o have the model and manufacture date from your restraintls). You can get further imformation on
our website, at www.britaxusa.com.

If your believe that we have falled or are unabie o rernedy this noncompliance without charge or within a reason-
able time, you may submit a complalnt to the Administrabor, National Highway Traffic Safety Administrafion, 400
Seventh Sireet, SW, Washington, DC 20590 or call the toll free Auto Safety Hotiine at 1-888.327-4236.

We apologize for this ncorvenience but we know our consumers expect us to be every hit as cautinus as they are
In protecting the safety of ther childran.

Sincerely, o
e momeen,  |xmem
Chirlobe, NC 26273
.y LICA,
-'_,L\t:.'!"‘ l(ﬁzL( A Bettax Childcare comgany
204 -



Britax Child Safety, Inc.
13501 South Rldge Drive
Charlotte, NC 28273

Warranty Repair
Notlification

August 27, 2004

Angels Camp, .

c:

Dear M SN
Thank you for allowing Britax to complete warranty work on your restraint.
Upon evaluation of your restraint, the following items were repaired / replaced;

Replaced adjuster strap. Proper operation was conffrmed when repaired.

Your restraint {s subject to NHTSA Recall No. 04C-002. In addition to the above repair
activities, in accordance with the recall plan provided to NHTSA, the adjuster strap was
replaced. The adjuster strap has thicker webbing and has a looped rather than folded
end.

All work performed will be warranted for a period of one year from date of repair, Any
part not assaciated with this work order will continue to be covered under the 1 year
Limited Manufacturer's Warranty that originated when the restraint was purchased.
Without proof of purchase, the manufacturer’s warranty shall not exceed one year from
the original manufacture date of the restraint. This warmanty does not include damages
that arise from negligence, misuse or Lse nat 'n accordance with the product instruction,
Always refer to your owner’s manual with questions reganding the use of your restraint.

Should you have additional questions reganding this work order, please contact Britax
Consumer Quelity Services at 1-888-427-4829, option #2 and refer {o the Return
Authorization number noted above for easy reference.

We hope you will continue to use and depend on our praduct and experience,

Comtrolled Dacurnent



Britax Child Safety, Inc.
.135Q1 South Ridge Drive
Charlotte, NC 28273

Warranty Repair
Notification

October 14, 2004

ﬂmﬁyaufuralhwhgﬂﬂtutucmmlehemtywutmmm!t
Upon evaluation of your restraint, the following items were repaired / replaced:
Adjuster strap was replaced. Proper operation confirmed when repaired.

The above work has been documented and is on record.  All wark performed wilt be
warranted for a period of one year from date of repalr. Amy part not associated with this
mmwmmummﬂmmumdmmmm
that originated when the restraint wes purchased. Without proof of purchase, the
manufacturer's warranty shatl not exceed one year from the original manufacture date of
the restramt. This warranty does not inciude damages that arlse from negligence, misuse
OF use not in accordance with the product instruction. Always refer to your owner's
manual with questions reganding the 1se of your nestraint.

Should your have additional Guestions regarding this work order, please contact Britax

Consumer Quality Services at f-BBB-427-4829, option #2 and tefer to the Retum
Aathorization number noted above for easy reference.

wﬂhupgyuuvﬁllmrﬂmhmeuﬂdepmdmwmmm.
sincerely,

iggé NGL Q&Lﬁr

Quality Inspection Department
Britax Child Safety, Inc.
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