INFORMATION Redacted PURSUANT TO THE FREEDOM OF
INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6)

Stony Point, NY .

March 11, 2014

CL- 55 (30- oI5

National Highway and Safety Administration Office

1200 New Jersey Avenue, SE

West Building MAR 20 2014
Washington, DC 20590

Dear National Highway and Safety Administration,

Enclosed please find letter and the supporting documents that I have sent to Chrysler
Customer Assistance regarding two issues with my 2005 Pacifica: total rot of the
undercarriage and total engine failure while driving.

I read the article in The New York Times 3/10/14, “House To Investigate Slow Response to
Fault in G.M. Vehicles” and became interesting in your part in the focus and work towards
road safety and justice for the victims who have been ignored by those at fault. I thought you
might be interested in our plight as well.

Thank you for your attention to my letter.

Sincerely,

et
ou?



Yenenesh.Hailu
FOIA B6


Stony Point, NY .

March 9, 2014

Chrysler Customer Assistance Center
P.O. Box 21-8007
Auburn Hills, MI 48321-8007

Dear Chrysler Customer Service,

My husband received a phone call from you in response to his letter dated 12/29/13
requesting reimbursement for the repair to our 2005 Chrysler Pacifica VIN:
2C4GF48455RIM Y our representative announced to my husband that Chrysler would
not be claiming any responsibility for the rust and thorough rot of the underside of the frame,
the “Engine Cradle Cross Member”, costing us $1,607 parts and labor. We are living ona
very minimal income and at the time could not afford this entirely unexpected repair. We put
the debt on a credit card, expecting that Chrysler would be ashamed of the decay of this
relatively young car. Enclosed please find my husband’s letter.

NBC-5 Chicago reported in January 2014 the same rust and rot to another owner of the 2005
Pacifica. Their mechanic stated he’d seen many other 2005 Pacifica with this dangerous and
hidden erosion. Enclosed please see report; please watch video embedded in on line report
(http://www.nbcchicago.com/investigations/Minivan-Owners-Want-Chrysler-To-Concede-

Rust-Problems-241535881.html).

This same 2005 Pacifica left me stranded, unable to steer or brake while driving many times
the year before, for which we had to spend $2000, without positive results. Enclosed please
find copies of receipts.

I was prompted to write to you today regarding our 2005 Pacifica because of having read the
report in The New York Times regarding this same type of engine defect in another car, an
engine defect that caused the deaths of at least thirteen people, requiring “the recall of 1.6
million cars worldwide” (http://www.nytimes.com/2014/03/09/business/auto-regulators-
dismissed-defect-tied-to-13-deaths.htm1? r=0).

“We need to make it clear to both industry members and regulators that adverse events
must be immediately reported and analyzed to ensure public safety,” said
Representative Diana DeGette of Colorado, a Democrat on the House Energy and
Commerce Committee” (N'YTimes).

Enclosed please find New York Times article.

While driving in mid-day traffic on a busy thoroughfare of Rockland County my Pacifica
stopped, the engine light went on simultaneously, and without warning the engine quit,
Jeaving me in the middle of the road where cars zoomed by honking in disbelief. Outraged




drivers passed dangerously speeding away in anger, glaring and warning me with hand
gestures. I had my cell and could call the Chrysler dealership; they recommended a towing
company. I waited an hour on the road in this scary social setting until the car was towed to
Chrysler. I am a Registered Nurse, who at this point was without a car for my homecare
practice. After a day of assessment Chrysler reported to me that they could not find anything
wrong with the car.

Another time I was traveling at night over the very steep and winding Bear Mountain
Parkway, driving home from a patient’s house one-and-one-half hours away, when the
engine light went on and the car stopped, again. I called my husband who could pick me up;
arbitrarily it started and I was able to drive home. The fear of it happening became our
burden for the next few months while my husband and I tried to figure it out. The Chrysler
Dealership maintained their opinion during our trials that they could not find anything wrong
with the car.

Another time while driving the one-and one-half hours to my patient’s house during the day
the engine light came on and I experienced intermittent total engine failure. So, my husband
decided he’d have to meet me when my shift was over at 10 PM to escort me home.

We were left to investigate on our own because our Chrysler dealership reported, after
“looking thoroughly into it” the many times we brought it to them, that they could not find a
problem. 1am not a mechanic, and was very upset when the dealership suggested I talk with
their mechanic -- maybe he and I TOGETHER could figure out what to do! The mechanic
was very nice. He showed me the electrical box, informed me that the replacement cost
would be about $2000, and suggested that, even though he couldn’t determine whether or not
this part was the culprit, maybe I SHOULD DECIDE to replace it with a new one. They
offered no guarantee that this would fix the problem, but the mechanic carefully helped me
understand that this might be my best option. He also instructed me to tell the repair
representative myself that ] HAD DECIDED to have it replaced. The repair rep then
reiterated to me, it was my decision and Chrysler would offer no guarantee that replacing this
part would fix the problem.

In fact it didn’t fix the problem. Desperate, after paying for successive replacements of
engine control computer parts without having the problem solved, we had no alternative but
to attempt diagnosis and repair at home. Going on line to the Pacifica website, we
determined that the Pacifica engine trouble code we saw was “most likely” caused by a
specific faulty sensor. Of all possible causes of this code being displayed, this sensor was
the first one listed. That this diagnosis was apparently not available to the Chrysler dealer’s
technicians is a mystery to us.

My husband’s investigation led him to purchase the small sensor based on the car’s Vehicle
Identification Number and manufacturing date. With that part, a screwdriver and an on line
video demonstration, my husband replaced the part without any training or special tools. The
problem disappeared.




Although the problem appears to have been solved, the cost was over $2,000, it entailed
multiple trips to the dealership, repeated incidents of the engine stopping while in traffic at
highway speed, and many days without the car while it was at the dealer. If the solution had
been found by the dealership initially the actual cost would most likely have been about $200
including labor, plus towing.

We bought this Pacifica at the end of December 2005; as of today it has been driven for only
eight-and one-quarter years. 1 have successfully sold three very healthy cars, each after my
ten-year ownership. This Pacifica has cost a great deal more than any other of my other
newly-purchased cars and will probably not make it to the ten-year mark, let alone be a
sellable product. The car has caused us the kind of malaise that restricts our inspiration to
even travel about town on errands.

I request that Chrysler take responsibility for this problem and reimburse us for past expenses
related to the horrors of sudden and unexpected engine quitting.

The ongoing fearsome dread of a dead engine while driving the 2005 Pacifica should prompt
Chrysler to inform the public and recall the vehicle. Consider that this problem could result
in accidental death to driver and others who share the road.

Thank you for your attention.

Sincerely,

P.S. PBS in New York aired the story this evening, 3/10/14 with David H. Shepherd from
The Detroit News, RE: General Motors ignored complaints of engine failure leading to at
least thirteen deaths and under new leadership are now starting to address the issue.

c: —National Highway and Safety Administration
Congressman Fred Upton, House Energy and Commerce Committee
David H. Shepherd, The Detroit News
NBC-5 Chicago
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 BUSINESS DAY

By HILARY STOUT, DANIELLE IVORY and MATTHEW L. WALDMARCH 82014

Federal safety regulators recelved more than 260 conplamts over the last 30
years about General Motors vehicles that suddenly turned off whﬂe bemg dnven

. o but they dechned to investigate the problem, wlnch G.M. now says is hnked to 13

: ‘deaths and requlres the recall of 1 more than 1. 6 mﬂhon cars wor]dmde
' A New York Tlmes analysm of consumer compla.lnts submitted to the _
o Natmnal Highway Traffic Safety Administration found that s1nce February 2003
it recelved an average of two complamts a month about potentlally dangerous o
- shutdowns but it repeatedly responded that there was not enough evidence of a
problem to warrant a safety investigation. The complamts — the most recent of o
 which was filed on Thursday — involved six G.M. models that the automaker ds 7 .
now recalling because of defective Igm’uon switches that can shut off engmes and
_ power systems and disable air bags. G.M. said the ﬁrst recall notices were malled

:‘ ~_on Fnday to the owners of the vehicles.

 Many of the complaints detailed fnghtemng scenes in whlch movmg cars
. _suddenly stalled at high speeds, on highways, in the middle of c1ty trafﬁc, and
~ while crossing railroad tracks. A number of the complamts warned of
~ catastrophic consequences if something was not done.
_ “When the vehicle shuts down, it gives no warning, it Just does it,” wrote one
' idnve,r. of a 2005 Chevrolet Cobalt. “I drive my car to and from work praying tha_t o
it won’t shut down on me while on the freeway.”
_ Another driver wrote of the same model: “Engine stops while driving —

o , ycaohdtisteer nor brake so controlling the car to a safe stop is very dangerous.”

. Tothe mouuting complaints, the safety agency sometimes responded with '
 polite but formulaic letters similar to one it sent in December 2010 to Barney
 Frank, thena congressman from Massachusetts, who had written on behalf of a.
: 'dlstraught oonsntuent whose 2006 Cobalt. kept stalhx.tgw In the letter to Mr. _
- Frank, the agency sald 1t had rev:tewed its database of complmnts to determme 1f



. 2 safety defect trend” exrsted “At this tlme, there is msufﬁcrent evrdence to \‘ .
- warrant opemng a safety defect investigation,” the letter eoncluded

Failure to recogmze a pattem in mdw1dual complmnts has been a problem

. ‘for the safety agency before. In the late 1990s, it was cntrcmed for fallmg to
| _.detect a wave of hlghway rollovers in Ford Explorers w1th Flrestone tlres a

problem that was eventually linked to 271 deaths. -
- In response, Congress passed a law in 2000 reqmmng automakers to report o

 to the safety agency any claims they received blammg defects for serious 1n_}ur1es . i
o deaths so the government would not have torely only on consumer reports .
Since 2003, G. M has reported at least 78 deaths and 1,581 mjurles mvolwng the G

o ;now-recalled cars, accordmg toa revrew of agency records. Though the reeords

mention potentlally defective components how many of these records were

o related to the 1gmtlon problem is unelear. Even with that addmonal mf"l'matmn,; -
: _regulators appear to have overlooked dlsturbmg complarnts of engme '
:'shutdowns :

 “Weneedto make it clear to both mdustry members and regulators that
adverse events must be lmmedlately reported and analyzed to ensure pubhc

.  safety,” said Representative Diana DeGette of Colorado, a Democrat on e
~ House Energy and Commerce Committee. The panel’s staff is scheduled to meet . o
' with the safety agency on Monday. . . e

~ The safety agency has repeatedly suggested that it falled to act over the yearsl , .

 because of alack of a critical mass of evidence that suggesteda problem beyond e
~ 1solated incidents. | ‘ .
_  Inastatement emailed to The Times, a spokesman noted that overthelast
~ seven years, the agency’s investigations in other cases have resulted in 929
recalls of more than 55 million vehicles. The agency “uses a number of tools and
- ﬁtechmques to gather and analyze data and look for trends that warrant a vehlcle -
 safety investigation and possibly a recall,” the statement said. The agency sard
260 complaints amounts to about .018 percent of the vehicles under recall.

Ina telephone interview, Frank Borris, the director of the agency’s office of

. defects investigation, said that two years ago, the agency began using IBM
'- soﬂware to help look for patterns Judgments are made by “really well-seasoned
. automotive engineers who leverage alot of technology and lean on past S
o recedent about when to open, when to close, and when to push for a recall Mr.’:f' '
o BOI'I'lS sard “It'sno maglc formula ‘ . -




.?shadow of bankruptcy under the leadershlp of anew chlef executlve, Mary T,

. ¥ Barra and as the safety agency stepped up pressure on the company in late L o
- February by openmg an mvesigatlon into the tlmelmess” of G.M.s “defect

o demandmg it explam why it had walted so long to recall the velucles ,
G M officials had known for a decade that the sw1tches couId faal |

The agency’ s chlef counsel Kevm Vmcent, sald that to warrant a.n

' mvestlgatxon, the case must pass a legal test of ! unreasonahle risk to safety .
», “That term reasonable is a legal term, wlnch is very elastlc and means a lot .
 of different thmgs ina lot of dlfferent contexts he sald, “Each case is a dtfferent .

 fact pattern

The recall has thrown G.M. into turmoxl 3ust asit was emergmg from the

determination.” Last week the agency sent the company 107 questmns,

But the Times review of thousands of complamts stored in the agency’ s

a pubhc database raises questions about the agency’s own tlmehness The _
- newspaper analyzed nearly 8,000 complamts about the recalled models to ﬁnd L
instances when drivers may have been affected by faulty ignition. The 260-plus -

total includes only complaints that mentioned a moving car stallmg

L ,unexpectedly It does not include the complamts ﬁled about basic 1gmt10n
, problems on these models, like trouble starting or stoppmg acar’s engme, or
 failures of the power steering mechanism, even though these could have ,
stemmed from an inadvertent ignition shutdown. People may have ﬁled multlple-:"; -
 complaints about the same car. , »

Greg Martin, a G.M. spokesman, said the company monitors complamts to

 the N.H.T.S.A. about its vehicles but declined to say how the agency responded
to 1gmt10n switch complaints.

By the time the agency wrote to Mr. Frank in 2010, it had received more :

 than170 complamts about unexpected stopping or stalling of the recalled G. M

models and 35 specifically for the 2006 Cobalt. The Cobalt has been a

L parhcularly problematic model for G.M. In 2010, the automaker recalled some of
5 the vehicles for power steering failure, and in December 2005, it told dealers that

- owners should remove unessential items from key chains.

 The expectation of the 2000 law, known as the Tread Act, was that the

e measure would help government regulators flag trends months or years earlier
~ than they would if they relied on eonsumer complamts alone The law was used
 to pumsh Toyota for fa1hng to report umntended aceeleratmns that eompany
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