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OWNER INFORMATION (Type or Print)

Name

[Firee:
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anufacturer of your vehicle? & ves Xl no

Do you authorize NHT
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In the absence of an
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Signature of Owner Date 25
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17 digit Vehicle Identification Number Located at bottom of windshield on driver's side | Make Model Model Year
584MP67G86_ FLEETWOOD verp@ X FPT | ap07
Date Purchased Dealer's Name and Telephone Number Engine: Fuel Type:
[l 10Ok Micrnz How RV 775 Bes 1 #H3 No: Cylinders
Original Owner Dealer's City State Zip Code 6145

Vehicle Component Code

Transmission Type |[] Antilock Brakesl Powertrain
) 170000 LATCHES/LOCKS/LINKAGES

D Cruise Controi .
AU ” Mutltiple Failure:

FAILED COMPONENT(S)/PART(S) INFORMATION

Incident Date(s) Failure Mileage | Failure Speed
29-JUL-2008 6027 0

ADDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A TIRE FAILURE

Tire Make Tire Model {Name or Number) | Tire Size (Example P215/65R15)

DOT No. {Example: DOTMALIABC036) =] Criginal Equipment ; -

=1 Prior Repac%r Failure Location:
Tire Component Code Tire Failure Type:

ADDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A CHILD SEAT FAILURE
Make: . ) . Date Manufactured: IModeI No./Name:
Seat Type: _ Installation System:
Child Seat Component Code: Failed Part:
APPLICABLE INCIDENT INFORMATION
{Piegsc describe in detoil the fnciiertis), Faiture(s), Ciachifes] and jurv(jes).}
Crash Fire Number of Persons Injured |- Number of Deaths Reported to Police
[ves XnNo | [Mves [X] No 0. -0 N

Narrative Description of Incident(S), Crash(es), and Injury(les). )
Please describe (1) events leading up to the failure, (2) failure and its consequences, and (3) what was done to correct the failure;

1.e, parts repaired or replaced (and if old part is available). .

TL*THE CONTACT OWNS A 2007 FLEETWOOD TERRY LX31M, WHEN THE CONTACT ATTEMPTED TO CLOSE THE STORAGE DODR ON THE
DRIVER'S SIDE, THE LATCH WQULD NOT CONNECT. SHE COULD NOT CLOSE THE DOOR. THE CONTACT ALSO NOTICED THAT THE DOORS DID
NOT FIT PROPERLY ON THE VEHICLE. THE VEHICLE WAS TAKEN TO THE DEALER AND THEY STATED THAT THE DOORS NEEDED TO BE
ADJUSTED. SHE DID NOT NOTICE ANY DIFFERENCES BEFOREHAND. THE CURRENT AND FAILURE MILEAGES WERE 6,027.

THE susr 3 Vs .. P fSeances- Caniree qrson adated That fe has sold
Yo wedd of | oo Heplacenent IBSAS, e 13 Cxmmand !

The Privacy Act of 1974-Public Law 93-579 This informaticn Is requested pursuant to authority vested in the National Highway Traffic Safety Act and subsequent
amendments. You are under no obligation to respond this questionnaire. Your response may be used to assist the NHTSA In determining whether a Manufacturer
should take appropriate action to correct a safety defect. If the NHTSA proceeds with administrative enforcement or litigation against a manufacturer, your response,
or a statistical summary thereof, may be used In support of the agency's action,

Include, if available: Police/Fire Department Report, Photos, and Repair Invoice. ATTACH ADDITIONAL SHEETS IF NFCFSSARY |
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‘Decatur, Indiana 46733
- Attention: Owner Relations

Fleetwood Motorhomes, Owner Relations ~ : ' S August 29, 2008
1010 Commerce Dr. ' N o

Fleetwood Mfg, and representatives, l

I am writing to advise you of safety concerns that have come to my attention regarding my 2007
Fleetwood Terra LX 31M. I purchased my coach new on 11-06-2006 from Michael Hohl RV in Carson
City NV. As a first time RV owner knowing little about the major purchase I just made, I also

- purchased an extended warranty to insure coverage for 7 years. In the just under two years I have
- owned my-coach, I have put just under 6,000 miles on it. “A significant portion of thosemiles have - -

been back and forth to the dealership to address several warranty issues, which have been addressed,
although not always in a timely and conscientious manner. I have taken the coach out on actual trips

approximately 6 times,

My first issue came to light in early June when I was parking my coach in storage. This involves
backing my coach through a gate roughly 8 to 10 inches wider than the coach. I first placed the coach
in drive and puiled forward and left to achieve the proper angle of entry into the gate opening and then
put the coach into reverse and began my backing manuever. I then heard a noise and came to a stop
and looked down the right side of my coach using the right side mirror. What I saw was that at
sometime, the automatic steps had extended and had contacted the gate post as I was backing through
it. I did not continue to back but instead pulled forward and out of contact with the gate post. When I
opened the door to inspect the damage the step remained extended and I could see that the side bars had
been bent. I then closed the door and the steps retracted although due to being bent did bind up and
stop with a good pottion of the steps still exposed. Ire-entered the coach, listening for the sound of the
step motor to signal the retracting of the steps and proceeded to complete my parking process backing
into my storage yard.

Upon my return home, I contacted my dealership to report what had happened. The first thing I was
asked by the service representative was whether or not I had closed the door prior to backing my coach.
I had already carefully reviewed my actions prior to this incident, and I can say that without doubt, I
had closed the door of the coach. You see, as I stated before, I am a first time RV owner. I have not
logged enough roadtime to be totally at ease with the operation of the coach and have developed a
practice of running through mental check lists when performing even the most simple tasks with
regards to my Coach so that I do have a distinct recollection of having closed the door. Beyond that, I
have read the literature from Kwikee, the company that manufactures the step system and have gained
some knowledge into the proper operation of the system. Iunderstand that there is an ignition override
application in the step that is supposed to prevent the step from extending when the ignition is on.
Although I remain certain that I did close the door, I believe that it is an undeniable safety concern
when the step will extend when the vehicle is in a driving gear, whether or not the door is open.



I have contacted Kwikee to explain the situation and am trying to coordinate with my dealership to
address this issue through my still active warranty with Kwikee, but feel that there needs to be some
dialogue between you two companies to insure that a system can be adopted to insure that this does not
happen again.

My second issue came to light on or about July 28®. I was preparing my coach for a trip when I
had trouble closing the access door to the water/electricity locker located on the left rear side of the
31M. The door hasps failed to catch onto the door frame latch bars. I manipulated the door handle
mechanisms and noted that the hasps were free moving, but when I went to close the door, the hasps
failed to slide under and “catch” the latch bars. I tried holding the door handle mechanism open while I
shut the door but the hasps still failed to catch. I tried applying some body weight against the door to
“push” it shut to no avail. I then proceeded to “slam” the door down and on the second attempt the
hasp caught the latches on both sides of the door.

1 went on my trip and upon my arrival and having completed hooking up to the water and electricity,
the door again required a “slam” before it would close securely. Two days later, when trying to access
my propane locker, located just behind the entry door on the right side of the 31M, the door handle
mechanism was frozen. This handle, which is not equipped with a lock, could not be opened with
numerous attempts. I then slid in a screw driver to attempt to push the hasp into its housing and release
from the latch to no avail. With very abrupt and heavy pull, the door finally opened at which time I
noted that the right side hasp had sheared off. The right side of the coach door could no longer be
secured. During the trip, the right side door accessing the low point drain valves also showed similar
signs of failure.

Upon my return home, I contacted my dealership to report what had happened and to arrange to have
these issues as well as some other warranty issues addressed. I brought my coach to Michael Hohl RV
at the appointed time on 08-25-2008. I made a walk around inspection to point out my concerns to the
Service Representative Margo Smith. Although the problems with the doors where verbally
articulated, both I nd T noted that the door accessing the water/electric locker was only half
secured as the left side hasp had failed to “catch” on its corresponding latch. I did mention
that she did not believe that my extended warranty would cover the repair of the cargo doors, but she
did agree with me that the problem posed an undeniable safety concern. Ms. Smith advised that she
would take pictures and contact Fleetwood. On 08-26-2008, lllllc21icd me and advised that she
had contacted Fleetwood and that your representative stated that the issue was one that was attributed
to a “trim” and/or “adjustment” issue and therefore would not be covered. I called Fleetwood myself
later that morning and spoke to Cindy Wilbelm. I explained the situation pointing out that if the latches
failed to secure the doors that a good bump or gust of wind could cause the doors to open while in
transit and there could be no arguing what a safety concern that would represent. [ also explained that
looking at the mechanism it self, that it did not really allow for any “adjustments” to remedy the
problem and that essentially, the only remedy would be to replace the hasps. I explained that I believe
the problem lies in the material used in the making of the hasps. They are made of a hard plastic which
is obviously not up to the task of even minimal use and exposure. At 21 months and less than 6000
miles, I'm sure you would be in agreement that the hasps haven't been overworked. I expressed the

opinion that the potential safety hazard should move Fleetwood to consider a safety recall for the hasps.

Ms Helm explained that a large number of similar complaints could precipitate the issuance of a recall.
The nature of the problem is such that I know that I am not the only one experiencing these failures.
But, even if by some miracle, I was the only one, MY safety is in jeopardy and I would hope that
Fleetwood has some concern for that fact. Ms Wilhelm was very professional and polite, but unable or
unwilling to advance my concerns, so I asked to speak to a supervisor. One was not available at the

[



time and I left my contact information and am awaiting a follow-up call at this time.

My next calls were to NHTSA and to Consumer Reports to report my concerns to them in hopes
there will be public dissemination of this potential problem.

1 consider RVing to be a permanent fixture in my future lifestyle. Ilove my coach and have done
some extensive upgrading to enhance my enjoyment. I find it very functional and jt meets all of my
personal needs. My only reservations have been in post purchase customer service and I do believe
that it is an issue that is shared by Fleetwood and my purchasing dealership, Michael Hohl. Although I
have been treated with overall very polite and professional representatives from both concerns, it seems
that the overriding concern is one of money and “who's going to pay for this”. 1would have hoped
that the concerns of both entities would have been customer safety first and foremost.

In closing, it is my hope that this letter will move you to take some action with both of these issues.
Again, my concerns are primarily for the potential safety hazard that both theses issues so obviously
represent. Beyond that, I am surprised and disappointed at Fleetwoods apparent unwillingness to even
consider steps to mitigate the potential risks sighting that only if a large number of customers complain
is it considered to be an issue worth addressing. As a postscript to this practice, I feel compelled to
advise you that in speaking to the service manager at Michael Hohl RV, Rudy Robles, he related to me
that the issue of the hasps on the storage doors breaking and failing is not uncommon and that he has
known of at least a dozen such repair scenarios in the past three years. Is a dozen customers in Carson
City Nevada a large enough number to gain your concern? I would hope that you would agree that if
even one of your customers safety is at risk, the issue must be addressed immediately. I would very
much appreciate it if you could contact me upon receipt of this letter. I will be sure to retain work
orders and service records and the service staff at Michael Hoh! have assisted in obtaining photographs
of the broken and failing door systems. Iam certain that they will be happy to speak with you
personally if you have any questions about their findings and remedies. Thank you in advance for your

assistance in these matters.

Sincerely yours,

South Lake Tahoe, CA-
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Service Advisor / Tag #

MARGC SMITH/6088

Work Phano Vehicle Identification Number

5B4Mp6 7G8 ¢ I
SOUTH LAKE TAHOE, CA _ HomePhone | Delivery Date - - Ih-Service Date
D | 11/10/06
Yoar | Make | Model [ Body R ST

2007 TERRA CA 31M 791M74795602
F7062 FIRST EXTENDED Exp: 85000 or 11/10/13 Ded: 50

TERRA

DESCRIPTION OF SERVICE AND PARTS  AMOUNT
#1 - Customer Reports: DRIVERSIDE SLIDEOUT DOE'NT COME ALL
THE WAY BACK IN,STAYS IUT ABOUT 1 INCH

Work performed by MICHAEL HOLST (790) Serv Cont
Installed 500790 :ULTRA TORQUE MOTOR W/OUT PIN Qty: 1 Serv Cont
Freight: SHIPPING CHARGES Serv Cont

REMOVED AND REPLACED SLIDEOUT MOTOR
FES PAYING $559.92 AUTH#080709996

....._...__—.._-...—...-._..—-.-._.__.—...—_..._—....-..-_-..-..-._-._—..—_-_—.—-.——--———--——-—----——

#2 - Customer Reports: LADDER MOUNTS DO NOT SIT FLUSH WITH
COACH
Work performed by MICHAEL HOLST (790} Internal
DRILLED QUT RIVETS AND REINSTALLED NEW RIVETS AND
SEALED MOUNTS.
#3 - Customer Reports: OUTSIDE COMPARTMENTS DO NOT CLOSE ALL
THE WAY AND SOME LATCHES HAVE BROKEN
Work performed by MICHAEL HOLST (790) ' 60.00
Installed 137383 :CATCH END (A) 2@13.59 27.18
REMOVED AND REPLACED 2 BROKEN LATCHES AND
ADJUSTED STRIKERS, TESTED, OK.
Sub Total: Labor: 60.00 Parts:27.18 Total: 87.18

----------------

#4 - Customer Reports: FRONT SIDE TRIM ON BACK OF COUCH Is
COMING OFF THE WALL, THE HOLES ARE BIC AND SCREWS
STRIPPED QUT
Work performed by MICHAEL HOLST (790} Internal
DRILLED OUT EXISTING HOLES AND USED ANCHORS TO
REATTACH TO WALL

ERMS: STRICTLY CASH UNLESS ARRANGEMENTS ARE MADE. | hereby authorize the repair LABOR
‘ork hereinafter to be done along with the necessary material and agree that you are not respens-

le far loss or damage to vehicle or articles left in the vehicle in casa of fira, thefl, or any other PARTS

auss beyond your control or for any delays caused by unavallability of parls or defays in parts DEDUCTIBLE
hipmerits by the supplier or transporter, | hereby grant you or your employees permission to

perate the vehicle herein described on streets, highways, or eisewhere for the purpose of testing SUBLET

ndfor inspection. An express mechanic’s lien is hereby acknowladged on above vehicle o secure

1e emount of repairs therete.” SHOP SUPPLIES

ISCLAIMER OF WARRANTIES. Any warranties on the products sold hereby are those made by HAZARDOUS MATERIALS

@ manufaclurer. The seller hereby expressly disclaims all wamanties elther express or imptied, inclug; SALES TAX OR TAX 1D, [
g 8ny implied warranty of merchantability or fitness for a particular pumose, and the seller nelthar
ssumes nor authorizes any other person to assume for it any Nabllity in connection with the sala of SPECIAL ORDER DEPOSIT
1id producls. Any limitation contained herein does not apply whare prohibited by law. DISCOUNTS

TOTAL DUE

D) RETURN ON ELECTRICAL OR SAFETY ITEMS QR SPECIAL CRDERS.

(C) 2003 ARKONA In¢. - Daaler: ic ation 200, 1028






