National Highway Traffic Sefety Administration (NHTSA)

Jol3ziid
RE: Complaint aginst Keystone RV Company, (ODI g;gu-mﬁ)

Subject: Defective 2001 Keystone Cougar 276EFS viN4yDF27624

To Whom it May Concern:

Owsafetywasmm;mmisedwhﬂemeﬁhgunth:highwnywﬁngm&c&c&w 5th wheel RV
md&em%wﬂhﬁmcmnmmmkvm.mwwmdm
made sure that all owners of the affected trailers were contacted and made aware of the problem
thet they need to have their trailer I beam frames serviced by installing a retrofit according {0
KeyMSerﬁwMﬁmy#ﬂﬁ-?.Wewﬂdhwebmmnseﬂommidmtmditmﬂdm
been atal, if, | had not caught the probiem before anything bappened. In manufactyring RV's
misﬁkﬂsmmdeudﬁﬂgmdmmpmy’smﬂmdifymﬂpmhlemwﬂrmﬁs&cﬁmnﬂh:
consumer.

On Sep 1, 2004 we were traveling north on US 61 near La Grange, MO and I stopped for fiel
and noficed that the trailer appeared to be lower to the ground than normal, So 1 got ymder it and
dismvemdbuthsbal[bmswemﬁmdmb:mmwd&LmkyfﬁuaﬂﬂtheMdm
be near a Keystone RV dealer (Beilstein Camper Seles) and had their Service department look &t
it. Also the shackles attaching the leaf springs to the main frame were cracked and broken and
mﬁng&mﬂmﬁmeandwuldmus:ﬂmmdcsmdwh:ulsmmmenﬁi They said they
:mﬂdnntﬁxitmﬂrymnkphnm’sandﬁxedthﬂmmKeWRVCmdeMR\’
gaid that it could not be fixed. Also Keystone RV Company told Beilstein Camper Service Dept.
that 8 Service Advisory #00-9 had been put out to the dealers to have the retrofit mstalled on the
affected waiters, This advisory was issued November 2000 just 75 days afier I purchased my
trailer and T was mcrmﬁﬁcdhyﬂndﬁlermKejﬂoneRVﬂompmy,becmiﬂMﬁmnl
mmtcermjnlymlﬂdhawhadthawmkdonamﬂwuldsﬁﬂhﬂemymﬂm and we'd be
happy campers. We used the trailer only 3 or 4 times each year and mostly in our local ares, so it
was like new. The dealer, Stanhro RV quit selling Keystone trailers shortly after we bought it
and completely quit the new trailer safes in Dec 2001.

I wes advised by Beilstein Service Dopt. not to take it out on the road any further becanse the
axles could come off and this would be very dangerous. I then called Allstate Insurance
(Claimit 19534500244) and they totaled the trailer and paid me $14,756.25 the cost of a nsed
trailer. Now why would T want to by a used trailer and get someons clse’s troubles and dirt? this
trailer should have Jasted me through the rest of our retirement years. Consequently we had to
buy & new trailer using my credit card and f am still makmg payments

F‘/‘/ﬁ




I called Keystone RV Company CusmqulaﬁomnnSepZLMIspokcwRoﬂia. On Sep
22, 2004 T spoke to Steve and he said he would call me back, He did not call me back so I calied
him on Sep 23 and again on Sep 24. The follywing week 1 called again and spoke to Steve and
he said he would call me back, this time be did call me back and seid there was nothing they
couid do for me, so T told kim I wes going to contact the Mississippi State Attormney Greneral. |
sent the dealer (Stanbro RV) and Keystons RV Company cestified mail. Keystone RV Compeny
never answered my complaint. The Consumer Advocacy Division on Tuly 27, 20035 said they
could no longer help me but offered me the phone number for NHTSA if T should want to pursue
this metter any further.

Wepmchsd&chﬂaMgZiMﬁeSwﬁuMﬁmm#ﬂﬂ-ﬂmimdemﬂ,mm
our incident happened Sep 1, 2004, We were never notified sbout the Service Advisory, what is
gomg on with Keystone?

Ouar safety was compromised for four years and Krystone RY Company wont’t glve us any
g, Hoil O Even AD AP0

[) .'_*"

!

Enclosed are copies of all correspondence and photo’s with the MS State Consumer Advocacy




Dmnspﬁngu,MSL
- October 6,
Norman Stanbro I

1-10 RV Center (Formerly Stanbro R, V. Center)
17096 Canal I-10 Service Road

Gulfport, MS 39503

Dear Norman Stanbro

Re: Stock No. 28217P

On August 22, 2000 , Y bought & 2001 Keystone Cougar 276EFS VING 4YDFZ7 *
fifth wheel RV from your dealezship. '

Unfmmmieljr,ynurpmdmtdidnutpezfonn“eﬂbecmmem&pmbﬂ 1, 2004 the steel
1-Beam Main Frame buckled and cracked in the area of the axles. This happened on both sides
anditcmmutberepaimdmrdingtnmmﬂvmmm.ﬁnshm , IN. Also the Shackles
holding the leaf springs onto the Main Frame were cracked and ready to separate. If this had
happened while towing the trailer down the highway the axic and wheels of the trailer would
bave separated causing a serious accident, Keystone RV {Customer Relations) told me they
notifiad a1l their dealers thmmmher,ZﬂﬂﬂofaKnyﬁmAdvimMmquiﬁng 8 Retrofit
to the Sice] [-Beam Frams. Why wes 1 not notified of this?

UnfoﬂmﬂelyThishappenedSﬂﬁmﬂﬁsﬁ'omhnmeinla{}mnge,hiﬂ.lhadmleaveitand .
Austatehmmeonmpanyhadittnwedmﬂnajlmkymdmﬁmniu City, IL. and it ruined
our vacation. _

Thistailmshmﬂdmmstedmethmdyws,anﬂanhumditabmmﬁm&aawu.lpm’ﬂ
$23.213 .65 for this trailer and the Insurance Co. paid me $14,756.25. So I feel that Keystone RV
Company owes me $8,457.40 ot 2 new RV Sth wheel trailer since this was a manufacturer’s
defect.

I look forward to your reply and a resolution to my poblem, and will wait until October 20,
Ewwmmﬁnghelpﬁmacommmmw. Please contact me pt the above
address or by phone. (228) 872-3104. '

Enclosed is a copy of my Retail Buyer's Order




110 RV CENTER, INC.
17096 CANAL 1-10 SVC RD

GULFPORT, M5 39503

October 09, 2004

ockaN sPrINGS, MS I

Dear Sit or Madam:

mﬂﬁ

pEAHII
RE: LETTER DATED 10/6/2004

STANBRO RV CENTER, INC. WAS CLOSED ON 12/31/2001. -10 RV ONLY SELLS
PRE.OWNED RV"S, WHEN STANBRO CLOSED THEY WERE NO LONGER A NEW
DEALER. 1 HAVE NO KNOWLEDGE OF YOUR TRANSACTION.

IT SEEMS YOU SHOULD CONTACT KEYSTONE RV. SORRY I COULD BE OF
LITTLE

NONE.

Please contact me if you have anry questions or need additional information.




Sincercly,

10 RV CENTER, INC.




DIVISION

The Migsissippi Attorney General's Office of Consumer Protection has received the enclosed
complaint regarding your business. Since there are always two sides 10 cvery consumer iszue,
weammquesﬁngmatymmicwmhmnuphimm:wpondmwﬂﬁngmhsnnegndﬁm
within fhe next ten (10) days. If you fee! It would be helpful, you may attach copies of any
documents contesting the allegations of the complaint.

Naturslly, in sending you this complaint, this office has made no assumptions relative to the
truth or falsity of statements made therein. We are merely attempting to accurately gather the
facts necesgary for an amicable resolution to thia complaint. Your prompi cooperation ard
assistance in resolving this matter are appreciated.

Si ly -
Consumer Protection Division
o

. Keystone RV Company
Enclosures

03-10TFRCN-2. WD




eer I, 200

O¥rFICE OF CONSUMER PROTECTION -
Jim Hood, Attorney General _- ﬂ:zFIGE USE GNLY
Stlguif: m&.’gﬂzﬂ Drate assigned
‘““"f;’ Matter No.
Telephone fﬁm] 155-4230) 81.4418; Fax (601) 3504231 Dete Clond
Matter Type: _ Advoeacy  Fraud Complaint Type: _ Call———Wrim——wWaken -
COMPLAINT FORM

ACTION DESIRED: Plwsachock oue, ___Repairitem __ Replaceftem __ Refind (aovJ R
CONSUMER INFORMATION; ~*

o~ i 67 So M RusCAUC
{Optican), for statistical purposes, anly)
Address

Home Phone Work Pheme { ) M/A

Fax Number M !ﬂ' E-mail Address ~ ﬁ’/ﬂ'

wat

COMPANY INFORMATION:  ({complete information applying to your complaint)

Name L- 10 44 C{MER@#&&!} VXTRUERe RV CH;)Busin:as Phone: _

Ovmer/Memager NORMAY STAMNERO TT

Address {7096 T-10 (Aval SERVILE ROAD City&ul F PaRT State MS Zip F7503
Name of person w:th whom you deali NORMALN STANBRC T ' '
Pmducmm.s— WHEEL TRAZETR Manufacturer KEY_:'rWE RV fﬂﬂjpﬂﬂ/}’
Model (year/typefnumber) QGEVCnuGAE'/J 76££S Serial Number YiN % 743

‘f . -
Date of purchase or service & JJ’/@_ Flace of purchase or service GULFPGRTJ MS
Amount ped Amonnt financed Fﬁ-’ o

 Date of your last contact with business_/0 /& foil cgaririen mph po L-ao R CEATER

Wit whom i you s —y
What was the response? _HE /0 Moy REMEMBER ANY KEVSFoNE ABVISOR 4 T~ 2 OF :

REQuigiNe A FETROFT Jo THE Siffe X-BEAM FRAME




- - o "
LR A

B

- about this complaint?_KE Y.STOME RV COMOAMY, GOSHEM, i
HONE: (usTomiR REATIOMS) STEVE and RoLtic
_Duyuuknnwofnthmwﬁh similar complaints apainst this compamy? AN
Name Address _ Phone

SUMMARY OF COMPLAINT _
(Brigfly describe your sompleint. Inciuds speciic dates. Picase remember a copy of this form will be given o the business. Attach
additionn! sheets if pecessary.) j%

SEE ATTHHMELT 7~

AmchﬂﬂﬂE_Sufmyrelemntdocmnentsmmhaslctm,biﬂsnfﬂe, contracts, warranties, advertiserents,
work orders, bills, ete. DONOT SEND ORIGINALS TO THIS OFFICE.

. Eheck Action Desired: Repair Item Replace Item Refund {amuﬁnt S__) :

AFFIDAVIT

By signing this complaint, I consent for my name to be used by the Attorney General's Office in
any subsequent legal action that is deemed necessary.

I hereby swear or affirm that the above atatements are frne and correct to the best of my
knowledge. '

By
Date -




1 purchased my 2001 trader From Stanbro R.V. Center on Aug 22, 2000. A Keystong Advisory
Ww;utnminﬂwzﬂﬂﬂhymmﬂvmnw that the frame was defective and a
rehoﬁthadtnbehmﬂedtnﬂnﬁamalmnmmﬁﬁedbyﬂmm“wnﬂkv
Company.

Unfortunately the frame collapsed and cracked on both sides near where the spring shackles
attach to the I-Beam. The Spring Shacldes had so much pressure that fhey were pear separalion
from the traiter. Forunately 1 was peat aKcyswneDealm*anldimwudﬂﬁs problem. The
dealer was Beilstein Camper Sales; 28248 327th Ave, La Grange, MO 63448, and they
WWRVWMMWmMWRVMMM

the trailer was out of warranty and it could not be tred So T had to contect Allstate Insurance
Coandﬂ:eytotaleditnutandsmimﬂanhackf the cost of & used 2001 Keystone
trailer. '

Imslmkyﬂmtitdidnutmmupﬂtunihehighway,iﬁtdid the trailer would have gone out of
mllmditmuldmsﬂtedinaseﬂmsmcimmhmighthwemw. How many other
irailers out there have this problem? They need to be serviced or taken off the road.

IﬂmamﬁKwstmepunyaﬂﬂImmﬁmhﬁssiﬂippimmwﬁylmmt
notified of this problem and the advisory, They should have followed up to make sure that
evﬂfum\ﬁth&mbadFramesmnﬂﬁ:ﬁed.Thcy said they coald not help me.

MjmmeeR?wwmmMHemﬂm.myoﬂy identified
thmnselvasbyﬂlaixﬁmtnmmumﬂn:_askfm&mmer Relations.

Mypuintiswhymﬂnntmﬁﬁndofﬂﬁs dnhﬂ?l!adlb&mmtiﬁadnﬁhismca}llmlfwuld
Yiave had the Frame serviced by a reputable service center. This trailer should have given me
ymsofservine.AndImu]dﬁkemfmﬂfmsz}mRV Compasy of IIEEbccause
they were negligent.

Note that ¥ atierpted to contact the dealer Norman Stanbro by certified mail and attached is his
regpomse sighed by TED PICKETT. Attached is a copy uhhushmss card and
ﬂlﬂp&mmnumbui_thesamaﬂ—l[}mfﬂmisinthaphumbonk Could itbe
that Normen Stanbro and Ted Pickett arc the same person?

Note address for ; KEYSTONE RV COMPANY
17400 HACKBERRY DRIVE
GOSHEN, IN46526
(574) 535-2100

Attachment #1




STATE OF MISSISSIFFL

QOcean Springs, M3
RE: Response From I-10 RY Ceater, Inc., (#05-10879)

Dear G

The Office of Consumer Protection hag recenily received the enclosed response to your complaini_

Please review this reply and respond to its alleged facts, in writing, within the next ten (10) days

to this office. .

 'We hope to be able to resolve your complaint administratively. However, if we do not receive
jrnurwﬁttenmponﬂe,weshaﬂhawnn mniccbmmammmhntthismatterhasbamresulwd

to your satisfaction, and this file will then be closed.

Thank you for your continued cooperation and assistance in this matier.

Consumer Protection Division

Enclosures

- 1TRCrF3- WD

#03 NORTH STATE ETREET - SUTTE 301 - FOST OFFICE BOX 22947 - JACKSH, MISSIRSIFE] T225-244
" TELEPHONE (641) 255-£030 - FACSIMILE (601} 353 4231




1-10 RV CENTER, INC.
17096 CANAL 1-10 SVC RD
GULEPORT, Mississippi 39503

October 27, 2004

Pl
e,
=k
TR
=
-

CLIFTON H. HARPER. 5
mr . ) j' .'..-.-c P
MS ATTORNEY GENERAL T

. P.0.BOX 22547

JACKSON, MS 39225-2947
Dear Sir or Madam:

N ANSWER AINT. STANBRQ RV CENTER, INC. CLOSED
IN 2001. AT THAT TIME, VICE MANAGER WAS JEFF LEISKE. HE NOW
RESIDES IN KANSAS.

IN REGARDS TO KEYSTONE"S AD. WHEN THE MANUFACTOR. OF ANEW
FRODUCT ISSUES AND AD. IT IS SENT TO BOTHPARTIES. IF THE UNIT IS STILL IN
mvm@mumnnmrmscmmmm.msm.wasmmm
MR. FORARE PURCHASED THIS UNIT, SO IN HIS CASE HE WOULD HAVE GOTTEN A
COPY AS WELL. IT WAS HIS RESPONSABILITY TO MAKE SURE THIS WAS
WWMWAMEEMAWTOH!SWM.

IN BiS WI{EMWOFMMKEYSTUNEHE
HIGHLIGHTED TWB'SENTENEES.IFYHUWIILHDTI{EHSD,]NTHDSBSM
LETTERS, HM}ESWMM(EH&&HDNTGMY
mmmmmmpw?.mmmmm
WEMMMMMW&EF&MMH&S
BEJMYEARSMHISMM.IWTENKTMT,WGTHIS

[-10 RV CENTER, INC. IS NOT FORMERLY STANBRO RV CENTER, INC. THIS I8
OBVIOUS IN THAT THERE ARE DIFFERENT STATE AND FEDERAL 1LD. NUMBERS.

COPIES OF XEYSTONE"S FORMS.

MmﬂmnMMﬁ&mEmqummmdwm







wmmmmmmwmﬂvcmmwfw
mmammmmmmm
of Ifs recragtivnal vehicles. Nothirg in this manuaf creates any wanaimly; either
express .o impiad. MWWQMQWHVWEH
-mﬂmmwwmmm

mmmmmmmwmmt
arudRctures requirs perlodic servica and maintorance, and the owner s faiiirg
mmmmmmmmmmﬁdmw
for that itam. The owner should review Keyshone RY Companias ¥miled warramly
and the fimited warnanty of aff ather manulacturers.

Instructions hciuded i this marnssl ane for oparsting Sorme Components
which may be aptional on your vehicla.

| This manual Is devoted to Instructions on travel trafers and
ﬁﬂhwhuls. '

_keystoné RV Company
. 17400 Hackberry Drive _ T
Goshen, Indizna 46526

1
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Welcome te the Keystone Famgily! |

.. L' .-' l.lll (ALY ARGE --1. Tl h [H ..'—:
: il after the product is nsed. This book is designed to

HOW TO QUICKLY SOLVE A PROBLEM WITH YOUR KEYSTONE RY:

I W&ﬂywhﬂmﬁiﬂmﬂmmﬂmﬁmﬁmm&ﬂm Each Keysione
dealership is equipped with the tools, sﬁl_kdludmidﬂnsmﬁpmummwmidmﬁﬁand repair g problem
jwmmmwiih}wlczymuwdtmﬂ:rurﬁﬂhwhud . :

2. WHEN TRAVELING contact the nearest Keysione deales. Look o the locad yellow pages far the dealer
searest 1o your Jocation or call Keysione"s customer service al 219-642-1601 between $:00 A.M. 2md $:00 P.M.

EST Monday throngh Friday.

3. FAILURE OF COMPONENTS (air canditioner, water beater, fitmace, etc.} when uzveling may quickly
memﬁmmﬂm:mmmﬂmﬁmwmmm The pexl page is a listing of
magnfacturers offering dieect service and how 1o copiact them When al home yoew sefling dealer is again yomr
best cantact for service, _ - -

4 PERMANENTLY PARKED TRAILERS are best sarviced by the selling dealer. Service calls are ot

Yovered by the vehicle's warrmny but the cost of repair is an smtharized expense. Recreational vehicles ars towable

e
*" and are designed for recreational nse and to be sexviced at the sefling dealer’s sorvice cemter, Feysione wifl

_otierize service by qualified RV technicians other them the sclling dealer md will reimirarss afl awthorized regadr:
costs excepl trip; travet or service call expenses. For price anthorizativn cafl Keystone:'s caskemer service 81
2194542-4001 betwesn §:00 AM. and 4:00 .M EST Monday (hroagh Friday.

recreational vehicke prodicts.
. . H (] 1|||.'
SOEVITIE Iecossary
representatioves Tor help. — -
Cole Davig
President & Owner




ﬁeunSpriny,L

November 4, 2004

CIFTON L HARPER
Consumer Protection Division

RE: Response From Consusser Protection Division (#05-10879)

1 never received the Advisory for the retrofit to the frame of my RV put out by Keystone RV
Companty.

As 1 stated earlier, 1 purchased the camper on Aug 25, 2000 and the Advisory/ Bulletin was put
out November 2000 by Keystone RY Company. This information I got from Customer Relations
when I contacted them ovet the phone on Sept 21, 2004 @ 9:33 AM. I spoke tol =t day
and the next day 1 spoke o Steve @ 12:31 PM, They stated that I should have been contacted
about this defect. I WAS NEVER CONTACTED by the dealer or Keystone RV Company.
For a matter this serious the Keystone RV Company should have followed up o all the campers
affected to see that the work required was done.

ImhrusedmymmpaabGnBﬁman}wandImahmdﬂmanym.Thatiawhﬂhn
Frame did not fail right away. I always checked it over real good before 1 went out an the road
and it wasn’t until 1 stopped for fuei In Missouri thet I noticed 7t was sitting Jow. That is when I
got under it and looked at the frame and saw that it was cracked and buckled At thet time [ was
near Beilsiein Camper Sales (a Keystone Dealer) in La Grange, MO and I took it m to sce if they
could repair it and they said they conid not repair it. ‘They called Keystone RV Compeny and
fyed them the photo’s of the damage. Keystone Y Compeny informed them that It could not
herepahed.ﬁﬂﬂﬂstdn’sﬂmadﬁsedmeummmkcitmmaﬁgﬁwmmmﬂng
serious could happen like the axie’s coming off, and T took their advice and did mot take it onte
the highway. I ¢alled my Insurance company. It conld have been & Big accident had the axle’s
come off or loose in such a way that it could have flipped the trailer over into on coming traffic.

I wonder bow many more campers manufactured by Keystone RV Company hawe this same
problem and are out there on our nations highways.

This Camper shounld have given us MORE THAN 4 YEARS OF SERVICE,
what's more we conkd have been killed.

Fnclosed is a copy of the BILL OF SALE




RE: Your complaini apainst I-10 RY Center, (#05-10879)

After carefil review, I regret to inform you that this office is unable to administratively
resolve this dispute. This office’s mediation program is able to agsist consumers when both
parties agree to work to resolve the dispute. In this case, each gide has differing vicws on the
circumstances surrounding the complaint.

State law does not allow us to act us a private attorney in this matter. You may wish to
consult with a private attorney o determine what legal avermes may be available regarding
resolution of this dispute.

We will keep your complaint on file, This type of information is important to the work of
this office and we appreciate Teceiving it from you, However, because this office is unable 1o
further assist you in this matter, this file is now closed. We wish you a speedy and equitable
resolution. '

mmmﬂnmm-mm-mwommmmlm.m e Pl
THLEPHONE (801) 3554230 - FACSIMILR (601) -Ha
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April 7, 2005

Keystope RV Company
Consumer Complaint Division
17400 Hackberry Drive
Goshen, IN 46526

Dear Sir .
On August 25, 2000, I boughs 2 2001 Keystone Cougar 27627S Vin# 4YDF27623 I

Fifth Wheel RV from Stanbro RV Center in Gulfport, MS. {1 was informed by Ted Pickett at

L.10 BV Center that Stanbro RV Center Inc. was closed on 12/31/2001). The last ksown location

for Stanbro RY was 17096 Canal I-10 SVC RD; Gulfport, MS 39503 That address is now

occupied by 1-10 RV,

Unfortunately both I-Beam Frame’s collapsed and cracked where the Spring Shackles attach
10 the 1-Beam’s. Forumately I was near a Keystone Dealer witen I discovered this problem The
dealer was Beilstein Camper Sales; 28248 327th Ave ; La Grange, MO 63448, They contacted
your coxnpany and Faxed photographs of the damage. Your Company fold Beilstein Camper
Sales Service Diept. that the trailer could not be repaired. So I contacted iy Insurance CO
(Alstate) and they totaled it out and eventually sent me & check for $14,756.25 the cost of a used
2001 Keystone Cougar 276EFS.

We were lncky that it did not come apart on the highway, if it did the trailer wonld have gone
out of control and it would have resulted in a fatal accident

When I returned to my home in Mississippi [ contacted your Company Custoraer Relations on
Sept 21, 2004 @9:33 AM and talked to Rollic. He told me that a Keystone Advisory 00-009
requiring a Refrofit to the Steel I-Beam Frame and they notified afl your dealers in Novemiber
2000. The next day Sep 22, 2004 @12;31 1 spoke to Steve about the problem. Both Rollie and
Steve stated that I should have been contacted about this defect. I WAS NEVER
CONTACTED by the Dealer or Keystowe RY Company. Why wasn't I notified? If I had been
notified T would have taken miy trailer to 8 Keystone Dealer and had it fixed.

This trailer should have lasted more than 4 years , I enly used it about 3 times & year. I tock
good carc with pride and always did the proper maimenance and gave it & thorough inspection
before 1 took it out on the road. T paid $23,213.65 for this trailer and the Allstats Insurance CO
peid mdJJ I tbe cost of 2 2001 used trailer. (Allstate Clai



To munlveﬂﬁ.spmblmlmuldnppre:iﬂeamﬁmdo_w compensate us for the
loss and replacement of the trailer, | had other expenses related o this incident like equipment,
motel fees etc. which T am not poing 1o claim, not o mention & ruined vacation. So 1 fee] that
Keystone RV Company owes me a refind of I since this was a mamifacturer’s defect.

We really liked that trailer. So We bought another Keystonc RY (Laredo 29BHS). We atill
have faith in vour company.

11pok forward to your reply and a resolution to my problem and will wait until April 25, 2005
before secking help from a consumer protection agency or Better Business Burean. You may
contact me af the above address or by phone at home [ NEENGEGE

Attached : Copy of Retail Buyer’s Order.
Copy of Bill of Sale
Photo’s (4)




DIVISION

May 3, 2005
Owner/M .
Keysto: Company
17 ackberry Drive
ghen, IN 46526
—
Dear Sir:

The Mississippi Atiorney Geaeral's Office of Consumer Protection has received the eaclosed
complaint fegarding your business. Since there are always two sides to every consumer jssue,
we are requesting that you review this complaint and respond in writing to ifs alleged facts
within the next ten (10) days. If you feel it would be helpful, you ruzy artach. copies of any
documents contesting the allepations of the complaint.

Naturally, in sending you this complaint, this office has made o assumptions relative to the
trath or falsity of statements made therein. We rre merely attempling to accurately gather the
facts necessary for an amicable resolution to this complaint. Your prompt cooperation and
assistance in resolving this matter are appreciated.

%02 MORTH STATE STREET - POST OFFICE BOX 22547 - IACRSON, MISSISSIPPT 35223 2541
TELEPHONE (601} 359473 - FACSIMILE (501) 355-47%]

—




ﬂpwl ..:‘J'é_; 2005

—
OFFICE OF CONSUMER PROTECTION OFFICE U v
Jim Hood, Attorney General Assigned t0 { ,{F ?
Stl?ozte ufmﬂwpl Date assipned
Matier Mo,
Telephone (601) 359-4230 5551-4413 Fax(ﬁﬂ]]359-423] Dete Closed
Matter Type: _ Advocacy  Fraud Complaint Type:  _ Call "Wt ___ Walk=im__Referrat™
e — — e — e

COMPLAINT FORM

e — e

ACTION DESIRED: Ploase checkone, ___ Ropair item ___ Replace itemn ___ Refund (araomnt _

CONSUMER INFORMATION:
N B
{Optipnat, for statistical purpascs, only)

sdoes Y > 0Cc2 s 005 e 4 73 D
tome phone | -+ Pione L4

Fax Number___# /A E-mail Address N /A
MFP ON: (complets informetion applying to your compleint)
NWM RY CﬂMpﬁﬂry Business Phone: (57{) 535-1100
Owner/Mapager COLE DAVIS 2.0 Boexaooo
Address | 7400 HACKBERRY DRIVE  City GOSHEN Staie N Zip H&SL &

Name of person with whom you dealt MIRMAM STANBRI_ o SOOVERO RV BULFART ML
Product or service 5*—” WHEEL TRAILER Marmufacturer i Ey.S TOME Y CopmPBLy

Model (yesr/type/number) ﬁ_/caw AR [176GFS Serial wa_

Date of purchase or service géﬁ Z,ggg_e thnmecmmuS:MEﬂﬂ 12\"' ElLFroRT, MS
Amount paid Amonnt financed ___ M [A

Date of your last contact with business _ 4/ & CERTIFIED pMAIL TO KEYSTON Rr cospi i T Opr

With whorn did you speak? -ﬁf""’f"ﬁ’f@ His/Her title? DON'T__ENOW
‘What was the response? NC KEPLY

Havﬂynumtainadapaivnbemome}rregmﬂtngthismﬁttﬁ?Ym No -




L LY

_;hﬁtntheragmieshava ﬂuumﬂactedabmﬂthisuumplaint?ﬂ_ﬂﬁm.&” .SmN_.’BR.ﬁ A—jo RY EEWE)?;

Do you know of others with similar complaints against this company? N O
Name Address Phone

JUMMARY OF COMPLAINT
Brigfty describe your eomplaimt. Include specific dates. Fisass remember 2 copy of this form will be given to the business. Attach .

dditional shests if necesaary.) ' :ﬁ( :ﬁg
SFE ATTACHMEMT #/ < al v il

ttach COPIES of any relevant documents such as letters, bills of sale, mnhacls,warmnﬁas,ad‘mrﬁsﬁmts, '
otk orders, bills, etc. DO NOT SEND ORIGINALS TO THIS OFFICE.

heck Action Desired: _Repair Item Replace Item Refund (amount ;

AFFIDAVIT

By signing this compiaint, I consent for my name to be used by the Attorney Geaersl's Office in
iy subsequent legal action that is deemsed neressary. _

I hereby swear or affirm that the above statements are true and correct to the best of nxy
wrevledge. _ .

b 20605




I purchased mry 2001 trafler from Staribro R.V, Center on Aug 25, 2000. A Keystonc Advisory
£0-609 was pirt out in Nov 2000 by Keystane RV Company that the frame was defective and a
retrofit had to be ingtalied to the frame. 1 was neves potified by the Dealer o Keystone RV

Compaty.

{hfmhmﬁytbeﬁammﬂqmedandmﬂdmmm sides near where the spring shackles
atiach to the I-Beam The SpﬁngShackleshadsummhprmethﬂﬂmywmmmnﬁm
fiom the trailer. FommlylwasmaKﬁystomDmlﬁwhmldimvmdthispmbim The
dealer was Beilstein Camper Sales; 28248 327th Ave; 1a Grange, MO 63448, and they
MK@SMBRVCGmpﬂnyandFaxﬂdphomphstﬂﬂmm Keystone RV told them that
the trailer was out of warranty and it could not be repaired So I had to contact Allstate Insurance
Coaudﬂlcymhluditnﬁnnda&ntmcachmkfo- cost of & used 2061 Keystone

trailer.

1 was lucky that it did not come apart on the highway, if it did the trailer would have gone out of
control and it would resalied in a serions accident which might have been fatal. How many other
mﬂmmﬁﬂaﬁehavethis;mblem?ﬁeﬁameshﬂmdhnvebmseﬂiwdvﬁththa RETROFIT
asnutedinKeschﬂvisuryﬂﬂ-ﬂﬂQﬁrmta]luwedmthehighmy. :

Iﬂmounmmdlcﬁtmkvumpmyaﬁeﬂmmedmhﬁs&issippiasmwhﬂmmt
potified of this problen: and the advisory. They should have followed up to make sure that

MypbimiswhywaslnNnnﬁﬁedufﬁisdefwt?Hadlheenmﬁﬁndofthisrewﬂ 1 surely would
have had the Frame mwar@mﬂemmﬁmmmm given me
years of scrvice. And T would like refund from Xeystone RV Company of $8,457.40 because
they were pegligent.

IsaﬂCcrﬁﬁudMaﬂmgaa:ﬂingthismmplaimmKeysmmRVDnmpmymAptﬁ 7,2005 and it
was Teceived by Phil Tice on April 12, 2005, The delivery address was corrected to P.O. Box :
200€), Goshen, IN 46326

{ atteumpted to contact Stanbro RV Inc and was informed by 1-10 RV Center that Stanbro RV Inc
was chosed on 12/31/2001. 1-10 RV Center now occupics that Jocation. {(sce comrplaint
§05-10879 in your file). -

Note address for : KEYSTONE RV COMPANY
17400 BACKBERRY DRIVE
GOSHEN, IN 46526
(574) 535-2100

Attachmert #1
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Kliystnne RV
ompany

‘Welcome te the Keystone Family!

Thank yoa for parchasmg a new Keystone Recreational Vefriclel Our compamy is Jedicated 10 insuring your
camping experience is enjayable and ironble free. As with any product assembled with thonsands of individual
paris there can be a defect that will ot become apparenl unb after the produet igused. This book is designed to

help you quickly solve amy problem that might arise.

1n addition 10 cur mandacturer’s waranty, many of the conmponents of your vehicle have additional waremties o,
i1 the case of more technical equipment, are warranted directly by the compenents manufacturez. These
warranties, lisl of service centers and informaticn on how o directly contact each manufacturer are enclosed.

HOW TO QUICKLY SOLVE A PROBLEM WITH YOUR KEYSTONE RY:

1. IN ALL CASES your best source of mformation and service is your selling dealer. Each Keysiane
dealership is equipped with the tools, skilled rechnicians and parts necessary to idemiify and repair any problem
you encousier with your Keystone trarvel trailer or fifih wheel.

1. WHEN TRAVELING contact the nearest Keystone dealer. Lock in the Jocel yellow pages for the dealer
nesrest to your location ex call Keystone's customer service Al 219-642-4001 between £:00 A M. and .00 P.M,

EST Monday through Friday.

3. FAILURE OF COMPONENTS {air conditioner, water heater, farnace, ete.) when traveling may quickly
be serviced by any of hundreds of repair centers authorized by these mamfactorers. The neod page is 2 listing of
rmarmfacivrers afering direct service and how to contact them. When at home your seiifpg dealer is again yous

best contact for service.

4 PERMANENTLY PARKED TRAILERS are best serviced by the selling dealer. Service calls are o
covered by the vehicle’s warranty but the cost of repair is 40 authorized expense. Recreaticnal wehicles ars iowable
and are desipned for reczeational vse and to be sexviced ot the selling dealer’s service center. Eeystone will
amthorize service by qualified RV technicians other than the selling deater and wilk refrnburse all autherized repair
cosls excepl trip, travel or sexvice call expenses. For price authorization call Keystone's custorner sevice at
219-642-400]1 between 5:00 A M., and 4:00 P.M. EST Monday through Friday.

Agaxin,_ ihapk you for puachasing one of our recreational vehicie products. We believe our hard work and
Zedication to quality will grovide you with am enjayable camping experience. The above information shonld be
helpfl in solving any provlems that might ariss bot if necessary 2o not hesitate to call on our service
representatives for help.

Sincerely,

Cole Davis
President & Ohener




STATE OF MISSISSIPT]

CONSUMBR FROTECTION

Ocean Springs, MS
RE: Response From Keystone RV Cmnpanr-
e R

The Office of Comsumer Protection has recently recetved the enclosed response to your complaint.
Please review this reply and respond to its alleged facts, in writing, within the next ten (10} days
to this office. )

We hope to be able to resolve your complaint administratively, However, if we do not receive
yOur written TESponse, we shall have no choice but to assyme that this matter has been resolved
to your satisfaction, and this file will then be closed.

Thank you for your continued cooperation and assistance in this matier.

Singerely,

(e .
Investigator

Consumer Protection Division

Enclosures

05 121G - NP

D2 HORTH STATE STHEET - SUITH 201 - POST QFFICH BOX 23547 - JACESON, MIBSISSIPR HR2T-204E
TELEFHONE {601) 1554250 - PALSTMILE (601) 3504231




@ Ke ne RV
- Lompany

Mr. Clifton H. Harper

C Protection Divisi
202 Nogth State Stroet
P.O. Box 22947
Jackson, MS 39225-2947

Dear Mr, Hixper:

In response to Mr, Forare's Complaint, which I received on May 9, 2003, I am providing the
following information.

KmR?CmmwmwﬂwwwmmwhﬁnLinﬁmdﬂmYmemyﬁmmm
of purchase. A copy of the Limited One Year Warrenty is attoched. IBBBlMlurchased his Cougar on

22, 2000, and his warmranty expired on August 22, 2001, Mr. Fovare claims that he had & faihire
tm September 1, 2004, which was clearly ontgide the warranty petiod.

I <o “Keystone Advisory” 00-009 in his Attactmment #1 to the Complaint
Keystome Service Advisory 00-009 docs exist, hiowever, his unit is not included in that advisary and I can

provide a copy upon your roguest,
mmwmm i fth your office against Stanbro
RV s that be forwanded a copy of it o RY Cox . Drinkwins mede a response to

that Complaint on November i3, 2004, ard I have attached a copy of his response.

mmkvmmkmmmmmmwmmm
M. Forare hias siated a claim agrinst Keystone RV Company and thersfore, we are unwilling to pey his
demand. Please let me know if there is anything further I can provide to assist you in your investigation.

‘1 look forward to yoor response,
Very truly yours, .
KEYSTONE RV COMPANY
Junnife:‘]l%ybdu
Poralegal

Jad .

Enclosuie

B N ity sy Dt - Semtlvan, PV SHS
Phane (574 SES-2100 « Fax (574] S5-24099
vew ot callOry . CXNET




Keystone RV Company

LIMITED ONE YEAR WARRANTY

FOR TRAVEL TRAILERS AND FIFTH WHEELS
MANUFACTURED BY KEYSTONE RV CO.
BOLRD iN THE UNITED BTATES AND CANADA

Cavarage Providad;
Your new iraval trailar of fifth whee! inciuding the struckira, plumbing, hasting and
olectical ayslema and alf applances and souipman irsialied by e manufac-

turar, s vareenlad under nommnal use to be from memuiieciuring defects In
mutedal and workmanship.

Thia waranty sutends to the st retll purchasar and begins on tha date of origina)
riad delivary or S dule the trevel imBer or AMth whaal is ewt placed Mo servios
fwhichever occurs Sref), Thia warmaerly extands for a perod of one yeer from such
dais. Writan police of dafects must be fo e seling dastar or the msnuiec-
furer not latar Mhan tea (10}
Wasranty repalrs, ¥ required, wik be meds without charge after your travel radar
or Ak whaeed lo taken to e dealsr or manuisaluring plan kooadion.

Owner's Obligaions: - : .

The ownar s regponaible for normal meintenance a8 describad In tha owoar's
manual; howaver, minar adiustmaents (such &b acjushments o the Inbwitr or wde-
ror doora, LP regalator prassure, eabinel beiches, TY antenna coplml, ebe.} will ba
. perfotmad by the dasler during U first {0} days of warmenty coverags.
Tharesiter, such adjusimects s the ol the owner ae nonmed makn-
tormnte unlets recuired &5 o direct of mpak or mplacement of a defective
part undar this warmenty.

I & probiem occurs which the owner badisves |8 coverad by iks wamanty, the
owner shel contact tha sslling dealer, or plher eulhoried desler, giving him
suficinnt information o resotve Sy maller, Tha owner shal celiver the travel traker

or Tfih whee 10 tha daaler of maniiechuing plant localion for warrardy sarvica,

Doalor's.Obligations;

By will: $ve manufaciurar, the dexler |8 obligaiad ta maintain he iraval
traliar of Afth whaa! prior io reled sale, to parform o tetalied predeiivery Inepaciion
and ta repalr pry parls hecessary 1o totruc! defacls In materdsl or workmanship,

When the Dealer dows not resclve the problem:

if the dealer 1s unable o Unwiilng to resolvs & problem which (ha owtise is
carvinced Ik coverad by this wimanly, he should coniaed tha manufaciueing plant
ot the address Jeted balow ard provide the mansdaciurr with a deacription In
wiillng of S probiem snd aliampls mads K eschve R

Kaystone RV Company
17400 Hackberry Drive
Goahen, indlana 48524 .

duys after the expiration of ihe applicabls wamsnly.

= T e D Tl o S T

2 g ir Wi o L BT St Rt T+ gy WP "0, —r . W - nhEL

Manufacturing Plant Chllgatlons: .

Lpon recsipt of nolicd of a claim, whens lhe dealer waa unabls or umiling o
rssofva the problem, the manufsciuring plant wil rapalr ar replace any padie
nacessery to omeat Selects In materinl or werkmenship, or wik iake. oibar appro-
priate acllon mw may ba raquined. .

What Ix not coversd by thin warrenty:
1. Tirex and hlltlﬂll.ﬁlem and other equipment, which wi sovered by e
aeparaie wartantios of the respestive manufecturets of thosse componants.

2. Damege cauasd by of mialed 12
A, Accldants, misuse of negilgance.
B. Fadura to comply with Inatructions conlained In ihe owoar's manual.
C. Alerstion or modifizalkn of P traval ireller or Afth wheel.
D. Envioomental conditions (sail, hall, chemicale ¥ the atmosphars, #ic.).

3. Normal delsdoration dus fa wesr or exposure, such as tading of fabrics or
trepas, carpel wear, sic,

4. Noma! malnlenance arid sanice Jbeme wuch e light bulbs, fuses, bricans, &k,

E. Extra axpohesa pich ae bansportation to snd from dealer or manubachifing
plant 1ocation, taas of Ume, joss of pay, kas of use of the kavel tuller or fifth
whesl, Incorivanience, commarcie! (oss, fowing charyes, bus fares, vahicle rental,
ncidenial chergee such as twiaphona cafla of latging bills, or other incidantal of
consaquenis demages lulhlur then mjury % the pemen).

8, Any uni uped an a cosrunAnoll unrllnruw:lnunmluml
7. Condansallon oa any window of other parls or any neswits of candansation.

Soma sintas do nol allow the sxciusion or imitation of Incidanial or canesgLsn-
{la) damages, 6o tha ahova Imitation or axziusion may nol spply bo yoil.

This wmanly gives you epackic lagal rights, and you have olhar rights which may
vary am siate to slais,

Danlers of any ulhin-' parsane are not authorized to mske madifications Lo ihis
warranty. Any addiional siwismanis concaming thin warmnly whethar ocal or
wiitlen ore mol the responsibiiky of the memnilecturer and shoukd nol e rolied upon,

mmE—r T ———— —-  — mam

———— e a ———
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November 15, 2004

Office of Consmmner Protection
302 Nogth Main St

Jacknon, Mississippi 99225-2947
Antention; Clifton . Hatper

= [
Dear Sir,

In Tesponse fo Mr, Forus’s Complaint, which you pectived on October 19, 2004, [em

Keystone RV Company peovidcs our cistomers with 8 'Wiamanly for ono year after the
date of purchase. M. Forere parchascd s Congar on August 22, 2000, Mr. Focam
ciaims fat he bad a failare on September 1, 2004 onttide of the Waranty pericd. )

m.mmwﬂmmamm to the complaint.
wmmm&umwmmﬂmmlmmu
copy. However it does not include the it that was purchased by Mr. Porare.

430NN wnﬂnﬂﬂiﬂmywnjpmﬂhﬁﬁlﬂmhnuﬁm



hmspmaemMsDydnaner.DﬁnkWMeﬂHmymitwmtimludediuaKaym
Advisory regarding the frame all I can say is that when I called Keystone Customer Relations on
Sep 21, 2004 @ 9:33AM and spoke to a man who identificd himself as Roilic. 1 told him the
problem and he asked me for the VIN end I repdied with 4YDF27628 He stated that
there was an advisory on this unit regarding the frame. The lady from service Dept. at
BﬂMnCmmﬁSﬂm(aCouwdmIm)ﬁmmkmephm‘sofmeﬁmedmmmm
them to Keystone RV Company. Keystone RV told her that it could not be repaired and that
there was an advisory oot on that unit. I was never contacted by Keysione RY or the dealer.

Keystone RV Compeany should be able to provide you a copy of any advisory that exists, This
adﬁsorymspmm'mﬂimidethcnncmmmthaﬂheymmfmﬁngm. 1 never received
any notice.

Imdm&mmthcnmpﬁmdhadaﬂthemimrﬂﬂmww&edﬂh
(StanbroR V). Burt an item as important as the frame, why was I not notified? The frame holds the
entire camper and it should last a lifetime.

Imrﬂhedmdﬁﬁngmaﬁxedhcm.lmplamingonmﬁgthisminmymﬁmem

years. Now L had to purchase a new camper (Keystone Laredo) so I can enjoy retitement, Bt also

has a minor problem with the dump valve handles which is an iteim I can’t buy because Keystone
say’s they are not availsble, That is another isene that I will have to resofve myself:

Had we continued on our joumey with this camper the axles would have scparatad and we could
have been involved in & BIG ACCIDENT which could have been fatal. Can you imagine the
impactthiamﬂdhwehadhlawsuits?h[yciaimnuwis:mlyasmaﬂpdmfnrlieystoneﬂ?tn
pay.

Im’tnﬁmdnnannmyﬂntiswhylmaxhugiﬁwurhclpinresdﬁngthis matter, ] really
appreciale all your help in resolving this issue. THANK YOU VERY MUCH.

Sincerely,




Ocean Springs, MS‘

May 24, 2005

CLIFTON 1. HARPER
Consumer Protection Division

RE: Respoase From Consumer Protection Division -

Subject: To correct the VIN on the Complain Forms

Dear Mz, Harper:

Yesterday May 23, 2005 Isentymlmyresponscandithasﬂmmmctvmnmnher
in the letter. However today I was going over all the correspondence on this issoe
Wmmmﬂmmmﬂn complaint form dated Oct 16, 2004 (see
the complaint form dated Apr 26, 2005 (se-twasmy
fault that this error was made on both complaint forms.

Keystone RV Company has to have the correct VIN in order to identify which
trailers have the problem. I am sending you a copy of the Bill of Sale and a copy of
the Retail Buyers Order and you will see the correct VIN.

The comect VIN: 4YDF276258
ThismayclearwanywnﬁxsianatKeysmneRV.Imnmsmyabmnﬂ:emismke
I made on the VIN. When I spoke to Customer Relations on Sep 21, 2004 and gave

then the correct VIN and they told me that my trailer needed a retrofit to correct the
defective frame.

Sincerely,

ATTACHED: Copy’s of BILL OF SALE, RETAIL. BUYERS ORDER and
APPLICATION FOR CERTIFICATE OF TITLE. (All have the VIN)




CONSUMER PROTECTION
DIVISION

Jupe 1, 2005

Ms. Jennifer D

R :<'; to your correspondence of May 13, 2005
Dear Ms. Dydo:

The Office of Consumer Protection has recently received the enclosed response from
BecausdE bas subsequent questions concerning his
complaint, I am requesting that you, once again, piease address these specific concerns noted
in this correspondence. Your written response should be mailed to this office within the next
ten (10) business days. Thank you for your contimued ¢fforts to reach a satisfactory resolution
to this matter. Your assistance and cooperation are appreciated.

Consumer Protecton D'i'visiqn

Enclozure i

"~

r




COMEUMER FROTECTION

Springs, MS
RE: RmpmneFraneysﬂmeRVCnmpm_ _
Dear Mr. Forare:

The Office of Consmmer Protection has recently received the enclosed response to your cormplaint.
Flease review this reply and respond to its alleged facts, in writing, within the next ten (10) days
to this office. .

We hope to be able to resolve your complaint administratively. However, if we do not receive
yuurwrittcnmspmm.weshaﬂhawmchomwmumematmismmerhasbeenmulved
to your satisfaction, and this file will ther be closed.

Thank vou for your continued cooperation and assistamce in this matter.

Consumer Protection Division

Enclosures

M-1Z1RCTF-4. WD
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KeLystane RV
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June 9, 2005 T, #, N £
| Fn Ty NN
il ‘%«\\f Y
M. Clifton H. Harper, Investigator 1“-%:'7;3':‘-\. s
Consumer Protection Division 2 T
802 Morth Main Street - \“’, ::ﬂ»
Jackson, MS 302252947 : Sy
RE: Complaint filed b
Dear Mr. Harpex:

Theok you for your letter for June 1, 2005. Upnnreviawa_dmumm. it does
appear that his unit is included m the #X)-0 Service Advisory issued for Cougar Fifth Wheels. A
copy of that advisory is enclosed.

“ﬁﬂmtbatbdngmid,asmﬁmadvismyismtamcallmdﬁmisambigdiﬁﬂmm. A
service advisory only goes to authorized service facilitics advising there may be a poteatial issue
with a few specific units within this. The advisory also gives the dealer notes on how the fix a
unit if a customer would comtact the repair facility and then come in for repair. A recail would be
mailed to all customers who have sent in a warranty registration advising them fhat their unit
nrust be retooned for repair at an i ir facility whether they bave had trouble with
their unit or not. Iﬁsmsmtmm .

Our owner’s manual also requires that the dealex is responsible for assisting the customer m
mphﬁngﬂmmgimaﬁmmdwmmdsforthnvﬁidemdlmmlmed
page 3 of the Owner’s Mannal which stales this fact. The warranty registration is where
Keystone obtains its 1 oo it necessary for notice to go to the customer. I find no

Jatrati mmmﬂvw. 1 am also led to believe
' familiar s mnammal as he had filed twa (2) warranty claims and
both were processed and covered by his warranty for wrelated matters. Copies of those warranty

Tt i5 also my understanding that has filed a complaint against Stanbro RV for the
exact issne. That claim number is 05-10879. I would like to know the resolution of that matter
and if it has not been resolved, we believe that the two cases be consolidsted. :

Again.ImﬁldﬁksbumituatcﬁathyMRVCompmyismtumympmﬁcm his misfortune.
We beli already been paid by His insurance company for the value of the unit
evidenced ownl # 1 of the complaint form filed with your office and don’t feel

B4 Nacidwrry Drfve + Scslve, W NS
Phowe (5741 S25-Z0NT - Fad: (S748] S5E-E19S
eyl Ty, OO -




Clifion Harper
June 9, 2005
Page 2

that he should receive additional compensation for a unit that he did get many years of trouble
- free enjoyment. His unit was out of wanranty and although he did po 1o an suthorized service
fadﬁgwhmﬁsmithﬂk&downmﬂmmqihisdﬁmwmdmi&duhhuﬁtwwﬂlm
the one year wamranty period. I would also like you to know the unit was tofaled by Mr. -
Fm’smﬁmpm?hfmeaﬁcmmpmmﬁwofmkvmmpmymghm .
the opportunity to inspection the vmit. Therefore, Keystone RV Company respectfully requests
that ihe Attorney General dismiss the complaimt. Thenk you for your time and cooperation in
assisting Keystone in resolving the matter. '

Very truly yours,
KEYSTONE RV COMPANY

Sonridpn D Dl

Yeoufiex D. Dydo
Paralegal




11/8/00

SERVICE ADVISORY
| #00-9
COUGAR FIFTH WHEELS
Models Included:
276EFS Cougar FW, 278EFS Cougar FW
Serial Number Range: |
26422 thiu 2531#{!40talunitsinﬂﬁamngeamaﬁa¢ﬂ
Parts Recuired:
. 13) 2x2X68-34{11 gage) tube W™ X 5* gussets - s
Tools Required
Walder
Hammer

Here are a few genetal notes about installing the retrofit kits.

- Position unit so that ires and wheels are straight and in ine with the frame.

- Impadﬁumainmdeareabysuhthgalmgmalheamsﬁmmemarufmeurﬂ.
Frame rails should be straight (no bowing or tifing should be present). If significant
mmwmspmmwmmmmmmwm

- Suppmtmmofunlby‘hlndmg’mmuddmﬂbaﬂsmﬁesmm.m
welds to cool before removing support. '

- . The 688-1/4" tube assemblies are to be instalied In the frame above the LP manlifoild and
above any ABS dralnage Ines. .

. Touch up all ackied materials with black paint.

- Submit a Keysione Warranty Claim Form for labor costs (up fo 3 hours). Please note
Service Advisory #00-8 in the custormer complaint section of the form. _

Please find attached roadalde and curbside instaliation detadls for each mode! involved m
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LIYNINGM O MEDMUINDIDILIL T )
Au tha twner of & new recrsational vahicla, it |2 Imporisnt to reqakary and
proparly malntaln your vahicls, Be surs to read the Cwner's Manual and sl appl- «
ANCE marurals so propar melntenance can be eppled. ' .o

s 22 Ll A Lo MR

It ls your rewponwibliity to return your-vehicks to an auihorized denler for
ARy repairs and wervics that may e required. }
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Thank you for your letter for June 17, 2005. T reviewed the Keystone RV Company letter by
MB,IDM.MWMMWWMW RV

pany Mmmwﬂﬁﬁmmﬁatmnﬂbmdbj
SERVICE ADVISORY #00-9,

lmukdcﬁmyofmyuaﬂerﬁnAnguﬁtﬁ,MmdihemvrSDRYmam?ﬁuhjslaternn
Huvmnberﬂ,lﬂﬂﬂ.lshﬂuldhawbamnnﬁﬁedbythedeﬂertummﬁinandm would correct
the problem of the defective frame. How would I have known that a problem ¢ven existed when
I had not been notified of the defect. This was an engineering defect that was cansed by the
manufactirer. Imbemm;deﬁmﬁwmﬂerdnwnmhighmfoﬂmmditmld
hawgawmyﬂmyﬁmu.nmlghthmmmﬂmamﬁmtmrndhmmnﬂhh
defect. I don’t even want to think of the lawsuits and what it would cost.

Tn answer gbout the warranty registration not on file, it was filed becausc (2} warmanty claims
had been processed end honored by Keystone RV Company.

[11ans\wrahmtthemanﬁrymrsofmmleﬁenmjoymentlonlygamwmnfmﬂhpmblem
had been deteriorating doring this time. When I discovered the problem I immediately brought it
to an puthorized service facility (Beilstein Camper Sales) end they took photo’s of the damaged

MMMWNMRVWMMWW“MMWM
been sent out and now it cannot be fixed”. Beilstein service dept. snid they cannot fix it so 1 had

to call my insurance company.

T was paid by the insurance company an amount that would buy 2 used 2001 Kewstone Cougsr,
now why would anyone in their right mind buy the same problem again? So 1 had to bay anew
one and pay an additional amount that T had to put on my credit card

The hottom line is Stanbro RV should have comtacted me and advised me of this problers while
the trailer was still new, then I would still have this triler end 1 would not be bardening your
office with this complaint, ( Stanbro RV no longer exists)

Sincerely,




Ocean Springs, MS L

RE;: Your complaint againsi Keystone RY Cnmpanar,-
Dear Mr. Forare: .

After careful review, I regret to inform you that this office is unable to admimistratively
resolve this dispute. This office’s mediation program is eble to assist consumers when both
parties agree to work to resolve the dispute. In this case, each side has differing views on the
circumstances surrounding the complaint.

State law does not allow vs to act as a private aftorney in this matter. If you determine o
pursae this matter further, you mey wish to consider conmulting private counsel or contacting
the National Highway Traffic Safety Administration (NHTSA) at 400 7" Sireet, SW Room
5232, Washington, DC 20590; that phone number is 1-888-327-4236.

We will keep your compleint on file. This type of information is importent to the work of
this office, and we appreciate receiving it from yoo. However, becanse this office is onable
to further assist you in this matter, this file is now closed. 'We wish you a speedy and
equitable resolution.

-

B NORTH STATE SYREET - SUTTE 303 - POST OFFICE EOX 22647 - JACKSON, MISSITSIPFPE 192252947
TRELEPEENH {501 359-42%0 - RACSTMILE (501) 199-4211
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Far Ahead of Tradition...
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Options
P el o Darwkioriyy & ASE Peliz Avaning] £ 15 Soare e LA 2 Fea Stabiihecn douhs F Elozing
Froem Lot F DS Arecries, iy D & Sovins ] Boc s F 20d Sveioc] BOCeer £ ooy tee AAR7=00 Ceee
Slatins B AN Soormaowsith Decline OO0 Pl A2 Creerreaadin 100G e oo £ sablc Clook o £ 5ol

Parllsr A Soleoy aaral Flarseic £ ooy Daw £ Db et S!Sl 8 Frss S1amding Landthe £ Sately Dilass

R £ Mapeel Dol B i etawy Fionl

Maied Z45 EFS 178 EF5 ZF9EFS 281 EFS

Grass Dry Wi, |UVE) 5995 5450 7340 73056
GYWR 7960 ma0 10120 10220
Carryling Capacity 1965 1710 2780 2914
Hitch 2610) 11560 1320 1420

Dry Axle Welght 53560 5540 6360 &200
Exterlor Length 24' 9" 28 4" o o

oo
Exterfor Width B a a g

Ext. Helght — Top of A/C 13 Irr 11o” o
Fresh Water Capachy ] 45 45 45
Wasta Water Capachy E[3] 30 ag 30
Grey Water Capacity a0 &0 £0 &g

LPG Capacity {lb.} &0 &0 &0 50

Tire Slze 205/75R150 '. 205/25R15C | 205/75R15C 225/15R15D  225/75R15L0
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Your Cougar Dealer:




THE ATTACHMENTS TO THIS
' DOCUMENT HAVE BEEN REMOVED
~'TO PROTECT UNWARRANTED "

“INVASION OF PERSONAL PRIVACY

PURSUANT TO EXEMPTION 6 OF
THE FREEDOM OF INFORMATION
ACT (FOIA), 5 U.S.C. 552(b)(6) -




