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U.$. Depariment 1200 New Jersay Avanua SE
of Transportation . Washington, DG 20580
Notional Highway

Traffic Sofety

Administration

Dear Consumer; NEF-160

As a follow-up to your report to the Vehicle Safety Hotline (VSH), we have recorded your information on the enclosed Vehicle
Owner’s Questicanaire (VOQ) form. Please review the form and make changes, additions and corrections as necessary. Additionally,
please provide a more detailed deseription of the failures(s) you reported that you believe relevant to safety. Also, if available, include
copies of repair inveices, letters to the manufacturer, or any other docurnent related to the problem(s) you reported. Ifa crash or fire
ocewred, include a copy of the police or fire department report.

It is helpful to be as thorough as possible in your report so that our ability to use your report will be maximized. If you do not have the
information, it is not necessary to complete all the boxes. However, it is very difficult to identify the scope of a vehicle problem
unless the vehicle identification number (VIN) is known, The VIV is located inside the vehicle on the dashbeard adjacent to the left
{driver’s side) of the windshield pillar and on the drivers® door or the driver’s door jam. It may also be listed on a dealer repair
invoice or your insurance or registration cards, When reporting & tire problem, the brand name, tire line and complete tire size should
be included. Be certain to provide the DOT tire ideatification number. It is usuatly located near the rim flange of the tire on either
side of the tire.

We do not make your personal information (name, address, phone numbers, ete.) availabie to the general public. However, if we open
an investigation that involves your vehicle, we will provide the manufacturer of your vehicle with a complete copy-of your report,
The information you provide may assist the manufacturer and NHTSA in determining if a safety-related defect exists.

Any information provided is entirely voluntary. There is no consequence or penglty of any kind if you do not wish to provide it. We
seek this information to develop both statistical and investigative evidence that will help identify potential safety related problems in
vehicles or vehicle equipment, &.g., tires, child safety seats, jacks, etc.

When completed, please fold and staple or tape the form so that the pre-addressed portion of the form is on the outside. Ifa larger
envelope is used, tape the VOQ form to the larger envelope so that the pre-addressed portion of the form is showing.

If further assistance is needed, please contact the VSH at their toll-free number, 1-888-327-4236. .

Thank you for your cooperation.

Sincerely,

K sl
-~
Randy Reid Chief
Correspondence Research Division

Office of Defects Investigation
Enforcement

Enclosure: VOQ

www.nha.pov


















Thank you for your email. Caitlin forwarded your concerns to me. | am her manager. You're
vehicle is not affected by the recall you are referring to. Simply registering your vehicle in a "salt
belt" state for one day does not change the status of your vehicle.

Should you prefer to speak with me directly regarding your concerns please call me at
1.800.782.2783. Thank you.

Sincerely,
Gretchen Atkinson
Subaru of America, [nc.
Customer/Retailer Services Department

1-800-SUBARU3 (1-800-782-2783)

Service Request Number: ||| | NEGEGTGTGTGNN

[THREAD ID:1-FTIEOC)]

——0Original Message——

Sent: 7/10/2018 10:05:05 PM

To: "CustDIrServices@subaru.com" <CustDirServices@subaru.com>

Subject: Re: (5% A



| went out of my way to meet the oddly specific conditions of an extremely dangerous KNOWN
faulty part issue in hopes of making it easier on your end and after months of discussion you're
still trying to tell me that nothing is going to be done by Subaru?

| understand you're just the messenger but Subaru must realize that someone WILL get Killed by
this one day and it's only a matter of time.

As | said at 21 I've had over 8 Subaru’s, and loved every one. | was at one point extremely
supportive and enthusiastic of the brand. I've had several over 200k and a 95 that 1 still own with
320k all original no problems at all and this 07 being my nicest newest one that | take the most
care of (Previous owners included as per the carfax dealership service records supports) and |
don’t want this one to be the one that finally breaks my faith and heart on the brand i've been
loyal to for so many years of my life if nothing gets honored. I've spent thousands and thousands
on Subaru’s and Subaru parts both OEM and aftermarket supporting the brand and community
that | loved. Even thinking back to every part time job | had back in highschool | was always
shopping for that next part or the next wheels and tires, reading reviews, forums, following
everything there was to follow involving the Subaru culture etc.

It's one thing to not stand behind your product but a whole other issue to not honor an
extremely dangerous KNOWN PARTS FAILURE, especially one where a very public recall issue
already exists. (Just check the forums and many popular social media enthusiast groups)

If | may, please allow me to explain myself and my situation once more..

I’'m not even an hour from the West Virginia line where 1 frequently visit friends and family all
throughout the year as well as travel through there for work over the past couple years that I've
owned this Subaru for which | believe would be “sufficient time for it to be effected”.

| understand you have to have your ‘lines in the sand’ so to speak however it's not like I'm out in
California asking for this. Just a coupie years ago my area of SOUTHWEST Virginia had record

freezing and snowfall which means record amounts of salt and brine on the roads thus meaning
my car was subjected to the very same salt state-like climates over its lifetime as stated in the

recall. Virginia in a whole as a state may not be considered “salt state” material, but that's
because of its heavily populated and much warmer climatized northern and entirely coastal
eastern border, where as | live on the complete other narrow tipped western end directly in the
path of winter storm currents right beside the majority of the West Virginia border, where like |
said | frequently have traveled through over the years of owning my car.

You gave me hopes of Subaru using some intuition and understanding my situation with where

my car gets driven most of the time and finally honoring their already active recall when you had

said some time before “if | had record of it being registered in a salt state I’d be glad to take care
of you” and me thinking of Subaru as the reputable, friendly, understanding, common sense,
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safety first company that took care of its enthusiasts as | once remember it being, goes through
the trouble of re-registering its title to meet the only remaining legal technicality of the existing
recall because again, | may not live in an official ‘salt state’ but | do however live in ‘salt state-
conditions’ in my particular area. | was certain Subaru could understand that and take care of a
loyal multiple time repeat customer. Which makes sense to me because if my car is not in those
extreme winter conditions, how else does my car literally RUST APART beneath me in less than 2
years and 20,000 miles of ownership if | don’t live in such an area and climate?? Especially after
having such a well taken care of and thoroughly inspected life by certified technicians?

| wouldn’t have gone through the trouble of re registering it just less than an hour away if |
thought it was that far-fetched of an issue to honor when it’s the exact rust failure in the recall
under the exact environmental conditions. Weather patterns don’t just stop when they hit state
fines.

Again this is a major safety defect that's going to get someone killed and it's already in public
writing in the form of a recall and you know I'm not the only one driving an 02-08
impreza/forester out there with potentially the same failure underneath hanging on by mere
millimeters of rusted brittle metal. Allbeit unknowingly just as | was at the time simply because
they don’t meet the technicality of having registered it in a salt state therefor they were never
made aware of, all in the name of Subaru saving a few bucks,

eerily the same way in the 70s that Ford with faulty fuel tanks on the Pinto, and Chevrolet with
the Corvair where they blatantly ignored KNOWN SAFTEY ISSUES all in the name of saving some
corporate company money even when the known safety issues were already in writing. Even
fairly recently the past couple years General Motors had their battle with their faulty ignitions
killing people. I'd hate for the same known issue in writing coverup story to have a lasting effect
on such a dedicated family and community oriented brand like Subaru,

't very easily could’ve killed or injured both me and my fiancé or anyone else driving around us
on our way back 14 hours from the beach while going 75mph. Just think for a second If we had
stopped ANYWHERE else just one more time that would’ve put just a half of a mile more on my
car during that trip we would not have made it back alive and not just barely back into our
driveway before it failed. And Subaru would’ve had blood on their hands because they have a
known recall out on it however they refused to acknowledge the issue or issue a fix over a
technicality that saved them a few $ per car.

Not only that, because of my car being out of service due to this failure I’'m unable to get it in for
the Takata airbag recall (which creates a whole other liability} | do however applaud the way the
Takata airbags have been handled, I've gotten numerous pieces of mail both paper and
electronically, and | know of entire call center floors dedicated to notifying people about the
issue because at the end of the day it is a potentially DEADLY FAILURE,



| really do not want to get legally involved but | can’t help but know there are others out there in
other unthought of, rust prone environments and, like me, along the borders of salt states in far
worse condition and being treated much worse than mine. | simply would be unable to stand by
knowing | could’ve hopefully prevented others and entire families from being inconvenienced
the way | have with a technicality of a very subjective open recall or even worse having them
hurt or killed. | would at [east hope to make them aware, nothing wrong with having 02-08
Impreza’s and foresters checked out, salt state or not. Because obviously my car proved it can
and will happen outside of the official states because those exact conditions do in fact exist
outside of those few official state lines.

i really really genuinely hope Subaru will understand my conditions and environment that my car
had been commuting in over it’'s lifetime, and that they do the right thing for someone who's
supported them for so long so enthusiastically.

Not just for me but for all the others unknowingly driving around in their 02-08 Impreza’s and
foresters with potential extremely dangerous rust failure.

Like [ said | know you're only the messenger and if you read all this | greatly appreciate that, and
again | don’t want to get legally involved but if Subaru still says no to honoring my cars recalil
{that now meets the recalls conditions) it will unfortunately leave me no choice with the safety
In mind for thousands upon thousands of other Subaru families and fellow enthusiasts to do so.

(I have included pictures of my house and from my cars and the snow and salt residue covered
rural area roads that | travel frequently within 5-20 minutes of me over the last couple of winters
to show what my cars endure}

On Tuesday, July 10, 2018, Subaru of America, Inc. <CustDIrServices@subaru.com> wrote:

| did review this further here and the records indicate that the vehicle was registered in WV for 1
day which would not be sufficient time for the vehicle to have been affected. After completing
the review, Subaru of America would not be in a position to provide financial assistance towards
the repair.



Sincerely,

Caitlin B.
Subaru of America, Inc.
Customer/Retailer Services Department

1-800-SUBARUS3 (1-800-782-2783)

Service Request Number | NG

[THREAD ID:1-FSTSUMS5]

—--Original Message-—-

From:

Sent: 7/8/2018 08:26:01 PM

To: "CustDirServices@subaru.com" <CustDirServices@subaru.com>

Subject: Re: (SR )

As you can tell the carfax is full of scheduled regular maintenance records so the car was very
well taken care of and regularly inspected from certified techs which adds more liability that it
failed so rapidly since it’s last official dealer services from the original owner because of myself

and obviously the previous owner frequently traveling southern west VA and WV itself with their
heavy salt use.

| appreciate the responses overtime and as far as I’'m aware the NHTSA still have their case
opened on it along with the provided recall release as | was instructed to do from another
Subaru rep over the phone.

On Friday, July 6, 2018, Subaru of America, Inc. <CustDlrServices@subaru.com> wrote:















subject: Re: (SR NN

| was told over the phone from the 800 number in your replies to open a case with the NHTSB,
which | did. Explained to them my situation, how my car meets the recall requirements yet
nothing is being done when there’s a recall that already exists for my rust failure issues and how
it could have killed me or others.

Currently awaiting to hear back from both sides.

On Monday, June 25, 2018

| got it registered in West Virginia. It meets the requirements now. May just not be in the system
yet,

On Monday, June 25, 2018, Subaru of America, Inc. <CustDlrServices @subaru.com> wrote:

Our records here still do not indicate this vehicle is apart of any recall for the lower control arms.
Sincerely,

Caitlin B.
Subaru of America, Inc.
Customer/Retailer Services Department

1-800-SUBARU3 (1-800-782-2783)

Service Request Number: ||| NG

[THREAD ID:1-FLB37Q4]
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on them and it’s only a matter of time until it fails on them while driving and the paper trail leads
back to Subaru where they find it was a known issue that could’ve been prevented.

On Tuesday, June 5, 2018, Subaru of America, Inc. <CustDirServices@subaru.com> wrote:

If you can provide documentation showing the vehicle has been registered in one of the salt belt
states as identified by the National Highway Traffic Safety Administration | would be happy to
review this here. Qur records indicate that the vehicle was not ever registered in a salt belt state
and is not apart of any recall for the lower controi arm. Please respond with the proper
documentation and | would be happy to continue the review.

Sincerely,
Caitlin B.
Subaru of America, Inc.

Customer/Retailer Services Department

1-800-SUBARU3 (1-800-782-2783)

Service Request Number [ NNNENEGE

[THREAD ID:1-FDAU8Z6]
-—~--Original Message—--

From:

Sent: 6/4/2018 07:03:59 PM
To: "CustDirServices@subaru.com" <CustDirServices@subaru.com>
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Thank you for contacting Subaru of America, Inc. We appreciate you taking time out of your day
to contact us.

Your message to us on social media was forwarded to me for further handling, and | would be
happy to be of service.

| am sorry to hear of the concerns you had with the vehicle. | did double check here for any
recalls for the concern and it does not look like that is something that did apply to your vehicle.
The warranty that would have covered this was good through the first 3 years or 36,000 miles.
With the vehicle being well outside of any warranty coverage we would not be in a position to
provide financial assistance towards the repairs.

Should you have any additional questions please feel free to contact me.

Sincerely,

Caitlin B.
Subaru of America, Inc.
Customer/Retailer Services Department

1-800-SUBARU3 (1-800-782-2783)

Service Request Number [ NN
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Sent: Tuesday, May 29, 2018 4:05pm

To: Steved@wallaceauto.com

Subject:-mpreza recall

IF1 GG616X 76-

(2007 Impreza 2.5i wagon manuzl maroon)

<F3127F8E-1DB3-49F6-A028-29D71AF3F8C5. jpeg>
<7759C4BA4-DAB3-4AB6-8D53-DEAE7SCADASA. jpeg>
<B997DAEB-9A00-4530-9A92-B84517375137.jpeg>
<787EE347-3557-4F71-BA9D-25C1B64C2D9A jpeg>

4 Attachments



WALLACE IMPORTS

@ B yiiieitul
320 Volurteer Parkway - Bristol, TN 37620
(423) 764-1145 - Fax: (423) 652-6852

1(800) 652-6882

Toll Free:

P/ /<

RETURN POLICY: No retums on electrical of special ordered items, AN Claims and retumed goods must be accompanied by this invoice. A 20% restocking charge will be applied on all other merchandist

refumed for Credit. No ratums after 15 days of purchase.

DISCLAIMER OF WARRANTIES: Al wamanties on tha products soid hereby are those made by the manufacturer. The sefer, Waliace imports of Bristol, hereby expressly disclaims afl warmanbes, «
expressed or impiled, inciuding any implied warmranty of meschantabliity or finess for a particular purpose, and Wallsce imports of Bristo!, mmwmmmmwmhl
lisbifty in connection whh the ssle of said products. Any imitation contained herain doas nol apply whera prohibited by lew.

RCHAST UORDER

TERMS

— 02 18 -
28015AA080 : OLL SEAL
28015AA0708A _OIL SEAL
|_1 |28313AE030 : HOUSING F IH |92 = | 274.22| 240.21/| 240.2
1 |28316FEQ008A : BEARING F AXLE 92 84.75 76.27 76.2
Part interchanges with part# 283[16FE000 o I,
JF1GG616X7C VIN
- e e A o e R g R e e e B el i oyt e L s SRS S
2= _}_. ek = —ay L T G B T et U TR <-J = e e A e i e el Ry Ok S
ST S AL L0 A T B AL S W S s e TR SR = . SR T SO —) " S o i e D Lo i e B
k-.w_ ot 08 v g 5 g e AR [ SR - il < NSRS PR | | ITE——
S o RPNy | (IR, | SN
paTEPRINTED | 8/02/18 | mMe | 9:48:28 | SERVICES OR EQUIPMENT 348.35]
PARTS DEPARTMENT HOURS z'g’:";"
8:00 a.m. to 5:00 p.m. Mon - Fri SALES TAXORTAXID.] 33,27
DEPOSIT ON CONTRACT -381.62
Th K You! -
RN ONELECTRICAL OR SAFETY ITEAS OR SPECIAL CRDERS
X

{C) 2000 DEALERTRACK SYSTER, Ing. - Disklaship Applicatian Group (800)045-1020










Aavance|us

Sorvice is our best part.

Store § 02111
3129 LEE HIGHUWAY
BRISTOL VA 24201 {276) BEI-3763
7/24/18 REG 049 TRNY 16849 Michael W.
CU AXLE ASSY 1 EA COCUS 20871023
NCUBAS 03 i 46Y.99 Eh9 .49

Location GASITNLE DC PDG-PCO12S
Est. Reravai:VWED 4:17 BM
Control W 00010744 Wty 1

Amount + Tax 7% .93
Total Paoid ESVE .93
Baslance %0 .00

WG RNEEn

x 015 B#

Claim Check Only

NOT A VALID RECEIPT FOR RETURNS

STORE CUOPY

gervice is O
gtore ¥ o211l N3
Wi
1 zLEE1l (276 669 -3th3
VA (TRL
P 4983
22518 REG 02 TR:UBﬂim o 0
wa!eﬁ?t el REFY ACEMER w‘:‘}:
LIREE Gulb Toial ¢, 2000 ‘5-
| i Tax 2 T 0


































8/1/2018 417460AC-4091-4C96-B6F3-ED3OECF3F1BF jpeg

Deteriorated/broken/rusted LEFT front hub

assembly (discovered while replacing LF
control arm)

https://mail.google.com/mail/u/0/#inbox/164f842c502bdca3?projector=1&messagePart|d=0.1
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