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April 12, 2012

To The NHTSA HOTLINE

Reference: ODI #s 10454008 & 10437900

I emailed evidence to be presented under the document files of the above listed ODI
numbers to dataquality@dot.gov, but it hasn’t appeared yet.

I would like to confirm that this evidence will be documented for public viewing and
included in the determination of your investigation.

Every day that we are being forced to drive this vehicle, which has sustained
transmission damage from a manufacturing defect, endangers the lives of its occupants.

Newport News, V,
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March 25, 2012

To The NHTSA Reference # Issue 10437900 Case # 427336
To The Detroit BBB Reference ID # 8938080
To The Michigan Consumer Protection Division

I am going to provide you with irrefutable evidence that the Chrysler Corporate
executives acted with complete disregard for the lives and safety of the occupants in my
2012 Dodge Grand Caravan and the individuals in close proximity to this vehicle while it
is in motion by requiring the Pomoco Dodge Dealership to perform substandard repairs
on an obviously damaged transmission that developed a leak as a direct result of a
manufacturing defect, bypassing their 5 year 50,000 mile drive train warranty to save a
few dollars.

I purchased this vehicle new for reliability and dependability to be converted for
wheelchair access for my 81 year old disabled mother. The fact that this vehicle lost
transmission fluid as a result of a manufacturing defect has resulted in the numerous
internal moving components of the transmission to go unprotected due to a lack of
lubrication. Since the fluid also works as a cooling agent for the transmission these same
components and seals would have necessarily been subjected to an overheating condition
prompting additional future repairs and potential accidents.

This disregard for safety and human life by the Chrysler Corporate executives is
unconscionable and should not be tolerated. And that is why they should not have
hesitated to comply with my request for this defective transmission to be replaced with a
new unit under warranty.

The first piece of evidence that I have attached is the repair order from Pomoco Dodge.
1 would like to draw your attention to several aspects of this document. First you have the
date and VIN of the vehicle, but more importantly the mileage in and out should be an
obvious concern. Then there is the description of the service near the bottom of the page.
It states that the technician cleaned the transmission then added dye to determine the area
of the leak. That statement indicates that the transmission was covered in fluid severely
enough that the area of Jeakage could not readily be determined. At the bottom of this
invoice you will see that the Pomoco Dealership is attempting to disinherit the liability
for this substandard repair that was required by the Chrysler Corporate office. This
description of the repair and Pomoco’s attempt to distance itself from the liability
incurred by the repair is a prominent indicator of the severity of damage that results when
a transmission is allowed to go unprotected due to a lack of lubrication.

The second document was provided by the AMS Vans driver at the time of pick up.
Notice the deposit date at the top, mileage, VIN, description of the problem as observed
by the driver and the date he received the vehicle next to my signature.

The third and fourth documents consist of a vehicle check performed upon receipt of
the vehicie in Georgia. Note the date, VIN and mileage on the first page. On the second




page you will see that they marked and documented the transmission leak again
indicating an additional loss of fluid, the single key fob and lack of owners’ manual.

I saw no need to provide a second fob and the vehicle was so new that I was still
reading the owners’ manual to learn more about the features and accessories.

The fifth document is a letter to the Dodge Customer Assistance Service Center
addressing my concerns as well as providing numerous names and phone numbers to
verify the severity of this leak and corroborate my concerns for safety.

Additionally, the sixth document is a letter addressed to Bobby Bowen, the Pomoco
Dodge Service Manager, addressing my concerns, explaining how the incident took
place, the mileage when it was noticed and my plans to have the vehicle towed to him
when it is returned from the conversion for wheelchair access from AMS Vans.

To summarize this set of events the smell from the transmission leak was noticed while
I was driving with about 10.25 miles on the odometer. The leak was not first observed
until 20 miles were on the odometer with a puddle in my driveway. I have no idea how
much fluid was lost during this drive but a transmission pump pushes fluid with
considerable velocity. So if the seal were leaking at that time it would imply a
considerable loss of fluid. Furthermore, since the conversion for wheelchair access
required a2 modification to the suspension system it was necessary for the AMS Vans
technicians to test drive the vehicle to confirm that the shocks did not bottom out, the
ABS brake system and traction control system installed by Chrysler performed as
designed, that no check engine lights illuminated and that no brake lines were pinched.
This resulted in an additional 16 miles being placed on the vehicle while losing
‘transmission fluid the entire time due to a manufacturing defect. This mileage was
verified on the Pomoco work order. Furthermore, the service advisor left the vehicle
running in the parking lot low on fluid to see if he could instigate the leak to determine its
origin rather than have a technician check the level first. All of these factors occurred as a
result of a defect and a consumer should not be required to accept this level of negligence
or endangerment because Chrysler will not take responsibility for their failure to perform
adequate quality control checks on these new vehicles.

Newport News, Va,







AMS,

. Date of Deposit: 10/27/2011
Adaptive Mobility Systams, Inc.

CONVERSION BILL OF SALE

PURCHASER DATE OF SALE:

; Sales Rep: JP Jackson

i SS#:

Newsport, VA DL#:
[Fome: - W iorkCoFax

[pickup| 2012 |DODGE GRAND CARAVAN SE___IRED

AMS Lowered Floor Rear Enfry Conversion $ 13680.001% 1,300.00 0.00]9% 14,980.00
0 Tax rate TOTAL| $ 14,980.00

CUSTOMIZATIONS: Any modifications made to a van or any adaptive equipment that is installed at the request of the customer,
the cost of requested changes is non-refundable once the modifications have been started.

NEW SIDE ENTRY CONVERSION INCLUDES: New crash tested 10" towered floor with complete under-coating and rust proofing
Passenger side door lowered 107, New multi-leaf rear spring assemblies or rear coil springs - based on year, New exhaust, New
carpet with rubberized center fiooring, Remavable front passenger seat with footrest, New approved gas lines and filier neck,
Remounted spare tire with cover, Rear mounted 3rd row seats, Non-skid power foldable aluminum side wheelchair ramp, Tie down
brackets with full set of straps with seatbelt extension, Full set of body ground effects painted to match, Rear heat and A/C
modification and recharge, Qutside magnetic ramp comtrols, remote ramp operation on select models, 5 year 50,000 mile limited
conversion waanty from sale date and mileage indicated on this fomn

NEW REAR ENTRY CONVERSIONS INCLUDES: New crash tested 10" lowered floor rear channef with complete under-coating
and rust proofing, Rear bumper and frame modifications, New multi-leaf rear spring assemblies or rear coil springs - based on year,
Custom exhaust, Rubberized center and rear fiooring, Remounted OEM bucket seats or custom bucket seats in middie row, Non-
skid manual folding aluminum rear wheelchair ramp ~ remote ramp operation on select models, Tie down brackets with fulf set of
straps with seatbelt extension, 5 year / 50,000 mile imited conversion waranty from mileage indicated on this form.

NEWC ‘u?‘ﬁﬁ VEHICLE PRE-CONVERSION INSPECTION/ CONDITION:
Re.d {Z//'j Leak ()JQd‘?_f center of° Veﬁldes_,_#mg_’éé,__
d-dié +o §Q e dﬁ’:Q@ £,

AUTHORIZATION TO COMPLETE AMS CONVERSION: By signing this agreement, Purchaser is authorizing Adaptive Mobility
Systems, Inc. to convert the vehicle liated above with the AMS Conversion. This process inciudes cutting the existing factory floor
and replacing it with a pre-made fioor system for wheelchair accassibility, removal of either the 2nd or 3rd row seating and the
center console. items removed during the conversion process are not retumed with the van unless Specific arrangements are

{made before conyersion begins.
N IENRSY

INSPECTION, INSTRUCTION & AGCEPTANCE: By signing this agreement, Purchaser acknowledges that the conversion has
been completed to satisfaction and all equipment has been instatled and received. Purchaser also acknowledges that ha/she was
offered and ___received ___dedlined instruction in conversion operation.
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Mike from Pomoco called me on November 28, 2011 after receiving the van making
the following statements.

The transmission is as dry as a bone.
It is full of fluid. _
And it has been sitting in the same spot all day.

When Mike told me the transmission was as dry as a bone I told him I was afraid of that
because I had already seen the amount of fluid that had poured out. He corrected me by
claiming that the exterior of the transmission was dry and that it was full of fluid.

Both claims are impossible and constitute bold faced lies. This is exactly why I gave
you phone numbers for confirmation and had individuals document what they observed.

Another complication with his story is that if it sat in the same spot then it was never
racked up for examination. Additionally, I called him back and informed him that if he
did not see an obvious leak the transmission was probably dry and he should add fluid
before running it for long periods of time. This is in response to him stating that he would
have to just keep running it to see if he could find a leak. He then stated he would add
dye to the transmission for verification.

Nevertheless, I was driving the van when I noticed the smell. It had 20 miles on it and
the AMS driver documented it. They altered the suspension during the conversion and
put another 16 miles on it taking the total to 36 miles and then Mike from Pomoco let it
run all day dry trying to find a leak in the parking lot.

The bottom line is I bought a new vehicle with 3 miles on it. Had it for less than two
weeks and [ have a destroyed transmission.

I want a brand new transmission, not a used one, not a remanufactured one and I don’t
want these people putting a band aid on this transmission so that another problem will
occur just out of warranty leaving me stranded with a 200 pound, 81 year old woman in a
wheel chair on the side of the road.

Let me give you another example. If I decided to change my oil and used a Mopar filter
in accordance with the warranty but didn’t tighten the drain plug enough and all of the oil
leaked out between oil changes and then at the time another oil change was due I came to
the Pomoco service department and stated I wanted a state inspection, an o0il change and
check for an engine knocking noise your employees would inform me that the noise
resulted from low oil which damaged the engine and was not covered under warranty.

So your manufacturing plant voided my warranty by damaging my transmission and
unless you can explain to my satisfaction why you won’t stand behind your warranty I
want a brand new transmission.










car my sisters can not. Hence the purchase of a van I didn’t really need combined with an
expensive custom redesign.

The driver working for AMS Vans called me with an estimated time to pick up the van
at 2:00 P.M. on Saturday November 5, 2011 and he was right on time.

It had been raining a few days back to back prior to that date and since I did not
purchase the van for my needs I had not even looked at it until I decided to remove the
floor mats in front of the passenger middle seats so that they would not be discarded
during the conversion and as I approached the van I noticed a stain in the driveway. It
was 6:20 P.M. so I had to get a flashlight. Initially thinking the oil pan drain plug was
loose I began feeling for fluid but the oil and transmission pans were dry and undamaged.
So I moved the vehicle back a few feet and found that the fluid was red. Noticing that the
power steering fluid was also red I determined that the problem was either with the
transmission or the power steering, but the p/s reservoir was full indicating the
transmission was the culprit.

During my drive to Kroger I noticed a hesitation with the vehicle but I had it in econ
mode, which is described in the book as skipping gears to reduce rpm’s, which is
desirable during a break in period so until I noticed the stain in the driveway I was not
concerned.

But after noticing the leak I immediately called the Pomoco phone operator and asked
if the service department was open. She indicated that it was and transferred my call. A
service advisor, I think it was Jeff, answered my call at 6:30 P.M. on Friday November 4,
2011 and I asked him if he could have the vehicle racked up to see the severity of the
problem on Saturday but unless it was something simple like a transmission cooler line to
the radiator it would have to wait because the AMS driver was already in route from out
of state. The advisor stated that if I could leave it with him he would try to get to it. I
explained that the vehicle only had 20 miles on it and was just purchased and he
responded that he only had one service advisor, three mechanics and eighteen customers
already scheduled for Saturday.

The second document was provided by the AMS driver and confirms the date of pick
up, odometer reading, VIN number and acknowledgement of the leak.

The third document shows that I have now paid a total of $15,898.00 to convert a new
van that cannot be driven until this leak is repaired.

The fourth and fifth documents are the inspection report upon receiving the new van
and you can see once again the leak was documented along with the mileage and VIN.

The sixth document is actually what prompted this letter. It is a letter I received from
Stanley R. Gallaer, Jr. indicating his complete faith in your capabilities. I visited Pomoco
many years back and met you and Rick Starr, so if you are still there I believe Mr.
Gallaer’s faith is well placed.




Nevertheless, when I was running a shop we had a documented ruling that regardless of
how many appointments had already been made a come back always took priority. And
while this isn’t a come back in the sense that your people just worked on the vehicle in
the exact same area that this problem exists I personally would consider that a brand new
vehicle with this type of problem would be considered in that same class of priority.
Furthermore, what may be a simple repair could result in an excessive expense
financially and time wise if the transmission requires replaccment.

1 don’t have the luxury of being able to sit in a waiting room for any length of time
because I am my mother’s only care giver, meaning she can’t even get to the bathroom
without my assistance. Additionally, I take care of my disabled brother and have
apparently inherited a dog that I never wanted as well. My quality me time consists of
essential grocery shopping and I don’t even have anyone who can pick me up if I drop
the vehicle off.

I am sure that you have attended numerous customer satisfaction seminars, as have I,
and they instilled what a loss of one customer could mean in terms of wasted
advertisement and word of mouth. And Mr. Gallaer’s letter also reminded me that no
matter how good a service manager is if the customer does not give him the opportumity
to address his concerns, whether real or perceived, it is a loss for both parties.

1 don’t know when I will be getting the van back. I was shooting for Thanksgiving so
that my sisters could take my mother out for dinner, then for her birthday followed by the
Christmas lights at Newport News Park and Christmas dinner. But everything is going to

real quick.

I was told that I have free emergency roadside service so my intention is to have the
vehicle towed to you when I get it back so that no additional and unnecessary damage
occurs.

This brings up two additionally points that have no reflection upon your shop but do
reflect on Pomoco or the vehicle manufacturer.

Arne asked me to complete a survey twice but one was never mailed to me so I emailed
him and told him I had his back and Melissa stated that I would be getting a preferred
customer card entitling me to free state inspections and $10.00 off of oil changes but I
haven’t received that either. I like to work fast. So what is going on with your people?

Do you want to know what the really ironic part of this whole situation is? I could have
purchased a used van with low mileage and was already converted from AMS Vans for
about half the price I am paying to purchase a new van and have it converted, but I
wanted something reliable because my mother is in a wheel chair.









