OWNER INFORMATION (Type or Print)

TNFORMATIUN ACT (TOIAL, S 0.5 4
(‘ DOT Auto Safety Hotline FOR AGENCY USE ONLY 100148
U.S. Department Vehicle Owner's Questionnaire Date mvg 9 214 Repository []
of Transportation To Report Vehicle Safety Defects
Nauonal tighway L T 23-MAR-2011 Reference No.
Traffic Safety (1-888-327-4236) _ :
Administration INTERNET:www.nhtsa.dot.gov/hotline 10392649

E-mail Address

| Name Daitlme Teieihone Number
| Address

Evening Telephone Number

: Zip Cod
Gty kansas crmy Siate. o o - S A

The information you provide will be used to identify potential safety-related defects. We may share your infermation with the

applicable vehicle manufacturer during an investigation or recall in accordance with the routine uses described in the agency’s Privacy Act
notice, See 49 FR 53971 (Sep. 3, 2004).

VEHICLE INFORMATION

17 digit Vehicle Identification Number Located at bottom of windshield on driver's side | Make Model Model Y
\[ 5 VOLKSWAGEN passaT \N % }91)( 77
WV UKG3ITRS3P ¥ A00
__ Date Purchased Dealer's Name and Telephone Number Engine: cf_O CTR . | Fuel Type:
LER. 201 ° No: Cylinders
C}riginla_—l| Qwner Dealer's City State Zip Code -g GA Qf‘
Transmission Type E Antilock Brakes| Powertrain Multiple Failure: Incident Date(s)
Xruise Control 24-FEB-2011

FAILED COMPONENT(S)/PART(S) INFORMATION

Vehicle Component Code: 060000 ENGINE AND ENGINE COOLING ; g -
Failure Mileage | Failure Speed
78000 35

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: DOTMALSABC036) ] Criginal Equipment

3 Prior Repair Failure Location:

Tire Component Code Tire Failure Type:

ADDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A CHILD SEAT FAILURE

Make: Date Manufactured: | Model No./Name:
Seat Type: Installation System:
Child Seat Component Cede: raiied Part:
APPLICABLE INCIDENT INFORMATION
(Please describe in detail the incl dent(s), Failure(s), Crashfes) and injury(ies).)
Crash Fire Number of Persons Injured Number of Deaths Reported to Police
[Ives [XINo| [Jves [X] No N

Narrative Description of Incident(S), Crash(es), and Injury(ies).

Please describe (1) events leading up to the failure, (2) failure and its consequences, and (3) what was done to correct the failure;
i.e, parts repaired or replaced (and if old part is available).

TL*THE CONTACT OWNS A OLKSWAGEN PASSAT W8, THE CONTACT WAS DRIVING APPROXIMATELY 35 MPH WHEN THE VEHICLE BEGAN
TO SHAKE UNCONTROLLABLY CRUSING DIFFICULTY IN THE STEERING. SUDDENLY, THE CHECK ENGINE WARNING INDICATOR ILLUMINATED
ON THE INSTRUMENT PANEL. JHE ENGINE STALLED WHILE ATTEMPTING TO DRIVE ONTO THE EMERGENCY LANE. WITHIN TEN MINUTES, THE
CONTACT WAS ABLE TO RESTART THE VEHICLE AND DRIVE TO AN INDEPENDENT MECHANIC WHO INFORMED HIM THAT THE FAILURE WAS
RELATED TO THE CAM SHAFF AND TORQUE. THE TECHNICIAN COULD NOT GUARANTEE THAT THE FAILURE WOULD NOT RECUR AFTER THE

27

VEHICLE WAS REPAIRED. THE VEHICLE WAS NOT REPAIRED. THE FAILURE MILEAGE WAS APPROXIMATELY 78,000. THE VIN WAS UNAVAILABLE.

Include, if available: Police/Fire Department Report, Photos, and Repair Invoice. ATTACH ADDITIONAL SHEETS IF NECESSARY

The Privacy Act of 1974-Public Law 93-579 This information 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.

INFORMATION Redacted PURSUANT TO THE FREEDOM OF

552(B)(6)


Lajuan.Johnson
FOIA STAMP


June 6, 2011

US Department of Transportation

National Highway Traffic Safety Administration
Office of Defects Investigation, NVS-210

1200 New Jersey Avenue SE

Washington, DC 20077-9382

Dear Sir:

Please find enclosed paperwork relevant to a torque converter and cam adjustor problem
which Volkswagen Group of America has known about since 2004 related to the VW Passat W8
(produced from 2003-2005). Yet even after hundreds of complaints, VW has done nothing,
most likely because there is no know fix (only a temporary adjustment). By acknowledging a
problem, Volkswagen would be responsible for compensation and an admission of guilt that
they purposely failed to report the issue under the TREAD Act which has enormous legal and
financial consequences.

The problem is extremely dangerous as the car can shake uncontrollably which is especially a
hazard at a high-rate of speed. | would guess that there have been accidents and even deaths
attributable to this issue.

On 3-24-11, Volkswagen of America contacted me by phone through a representative who
would only identify herself as Skye. When | pointed out my complaint and the hundreds of
references to the same problem on the Internet, she only replied “...you just can’t believe what
you read on websites.” When | asked her for a written response from VW either acknowledging
or denying the problem she refused. Her official response that she kept repeating was that
“...Volkswagen takes no stand.” When | pressed her if that meant | could continue to drive the
car she flatly told me “...never drive the car again.” Very, very strange. She also vaguely referred
to the fact that VW engineers knew of the problem but their analysis was confidential.

| ask that you thoroughly investigate this issue before others suffer unneeded accidents.

Sincerely,




March 12, 2011

Jonathan Browning

President & CEO

Volkswagen Group of America
2200 Ferdinand Porsche Drive
Herndon, VA 20171

Dear Mr. Browning:

First let me say, that | have personally owned two Volkswagens and my wife has loyally purchased
three, all in the last 12 years. | have found a VW (until this point in time) a fun driving experience
and a seemingly dependable car. However, with that said, | must bring to your attention a serious
matter that evidently VW Customer Care could “care” less about.

| currently own a 2003 VW Passat W8 with approximately 79,000 miles. Three weeks ago while
driving down a busy street, the car started to drastically vibrate, the check engine light illuminated
and the engine stopped. Luckily, | was able to guide the car to the curb nearly missing a collision.

After several minutes, | was able to start the car and drive it a short distance to my mechanic who
specializes in German car repair. After running a computer diagnostic, he told me that there was an
error code that is related to a torque converter and cam adjuster problem.

After leaving my car at his shop and getting a ride home, | began to research the problem via the
Internet. To my surprise, | found literally hundreds of similar complaints related to this code and the
VW Passat W8. | would direct you to one of these links where the problem is discussed in detail,
http://forums.vwvortex.com/showthread.php?3943349-03-Passat-W8-Torgue-Converter-and-Cam-
Adjuster-Problem-in-last-10-days Evidently, the W8 had a major design flaw, namely that the casing
filter screen never worked and in fact commonly disintegrates to clog the engine.

When | subsequently called VW Customer Care on 2/23/11 to inquire about the problem, | was told
that there has never been one single customer complaint. | felt this extremely odd especially since |
could easily document the problem on the Internet. The VW associate seemed uninterested in even
reporting the problem (which he did not) and | had to almost beg to talk with his supervisor (first, he
told me | couldn’t speak to anyone else). Unfortunately, the supervisor seemed just as defensive.

When | asked if there were any service bulletins or recalls related to the problem she echoed the
same script as her co-worker: no recalls and even if there were service bulletins, | was not allowed
access to them (only a VW car dealership evidently has this privilege). When | asked for a number to
a VW District Manager she said that | could not contact one directly (again only a dealer can). | also
stated that | wanted this problem flagged for investigation though she said that was not possible.
She ended the conversation by sarcastically stating that | “...shouldn’t believe anything | read on the
Internet.”



conclusion: Volkswagen Group of America has known about this issue since at least 2004. As far as |
can discern, no service bulletins or recalls have ever been issued because there is no known fix.
Simply, replacing the screen is not a permanent correction as it will only temporarily abate the
problem. Ultimately, the same problem will occur again.

Understandably, as you know, 2005 was the last year for the W8 as this problem coupled with the
fact that the car cost $43,000 new did little to motivate consumer demand. By the way, after my
conversation with VW Customer Service, | was sent a follow-up survey via email in which | asked for
additional information from VW Group of America and a contact number for your legal department.
The return email | received on 3/8/11 (#811001755) though cordial failed to address either of these
concerns. In fact, | was told that VW Customer Care doesn’t even know the contact info for your
legal Department. | find that rather amazing.

Since, | cannot seem to get any logical response from anyone at VW Customer Care, | am asking you
sir the following questions:

(1) Does VW Group of America officially deny any problem related to the 2003 VW Passat W8's
torque converter and cam adjuster?

(2) Has VW Group of America ever investigated consumer complaints on the 2003 VW Passat
W8 for torque converter and cam adjuster problems? If so what was the conclusion?

I am also miffed why VW Group of America has never reported this issue to the National Highway
Transportation Safety Administration especially since under the TREAD Act (Public Law 106-414),
VW Group of America must do so or risk severe penalties for noncompliance.

The bigger and more unfortunate disappointment is that VW Group of America unconscionably
seems uninterested in notifying the public of this danger. 1 can only imagine the seriousness of
encountering this issue when one is driving at a high rate of speed on a freeway. Luckily, | was only
going around 35 mph. | would guess that there have been injuries and sadly even fatalities directly
attributed to this engine flaw.

=,
After further intensive investigation of this problem, | have regrettably come to the following

My VW W8 now sits on my driveway. Not only does my mechanic want $8,000 for repairs (even ‘
though there is no “real” fix) to a car that has a book value of $6,500 — but also most importantly | |
would be scared to drive the car.

lintend to contact the NHTSA (as well as the Missouri Attorney General) to file a formal complaint
and to ask for an investigation as VW Group of America seems unwilling to admit a severe safety
issue. | expect that you will expedite a response to me.

Sincerely,




Volkswagen Customer CARE Case 811001755 http://mail.acl.com/33356-111/acl-1/en-us/mail/PrintMessage.aspx

From: VWoA E <\"WCustomerCARE@vw.com>

 To:

Subject: Volkswagen Customer CARE Case 811001755
Date: Tue, Mar 8, 2011 6:48 pm

Reference # 811001755

Dear I

Thank you for contacting Volkswagen. | understand you have experienced concerns with the torque
converter and cam adjuster to your Passat, and you intend to file a complaint with the Missouri Attorney
General and NHTSA. For this reason you would the contact information for Volkswagen's legal
department and all technical information from Volkswagen regarding this concern. | appreciate the
opportunity to respond.

Volkswagen's Legal Department is not available for direct customer contact. Because the legal
department is not a resource of the Customer CARE Center, | regret | do not have their contact
information to provide you. Also, our Volkswagen dealerships are our technical resource and the
Customer CARE Center does not have access to service bulletin and technical data regarding your
concerns.

It is never our desire for a Volkswagen owner to feel as you do. The Customer CARE Center is
available to assist customers who are dissatisfied with their vehicles. If there is any way Volkswagen
can turn around your experience please contact us at (800) 822-8987.

If I may be of further assistance regarding this, or any other matter, please don't hesitate to contact me
through our Customer CARE Center at (800) 822-8987. If | am not available, one of my colleagues will
be able to assist you. In addition, you will soon be receiving a Volkswagen Customer Care satisfaction
survey. Please take a few moments to complete this. Your feedback is important for it will allow us to
serve you more effectively in the future.

Sincerely,

Rebekah B.
Customer CARE Advocate

1 of1 3/11/2011 7:47 AM
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