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Sent: Tuesday, December 21, 2021 2:45 PM
To: DataQuality, DataQuality (NHTSA) <DataQuality@dot.gov>
Subject: Fw: Follow up to ODI Complaint -—-- 11436953 -——-

CAUTION: This email originated from outside of the Department of Transportation (DOT). Do not click on links or
open attachments unless you recognize the sender and know the content is safe.

Dear NHTSA/Office of Defects Investigation 12/21/21

As you requested here is an update from our complaint #1 1436953 filed 10/15/21.
Keystone has failed to resolve our outrigger problem and our trailer is still in a state of
disrepair.

On 10/21/21 Keystone arranged to transport our trailer for repairs to their Pendleton, Oregon
manufacturing plant. They were to remove and replace all defective outriggers on our rig, as
well as, replace the Shdeout and do a complete safety check including possible recall from
propane tank malfunction.

On 11/18/21 our trailer was returned to the dealership Best RV in Turlock.

On 11/23/21 We drove to Best RV to pick up our repaired trailer. Upon inspection Keystone
failed to complete all repairs, did shoddy workmanship ie. did not remove the bent outriggers
and only replaced 3 of the outriggers under the slideout. Further, they did not replace the slide
out they only repaired it by adding a 2X4 to support the wall and replaced the slide out track.
In addition, they damaged the outside front exterior wall leaving a gaping hole near the frame
of our rig and they damaged the interior fascia trim around the dinette.

On 12/1/21 Keystone sent out their Western Regional Service Manager (Robert Gillar) to
inspect the workmanship and damage to our rig. It was determined that Keystone would
remove and replace all bent outriggers on both sides of the trailer. They would replace with
heavy duty outriggers where the design of the vehicle allows. Also, they would remove and
replace the black diamond plate front lower metal skin. They would remove and replace the
wood fascia surround framing beneath the dinette. Also, Robert specified they would transport
to a location in San Jose for repairs.

On 12/16/21 Denee Mast from Keystone contacted me to update me that they are waiting on
ordered parts and there is no timeline for repairs.

I want to emphasize we have been waiting for a resolution to our defective trailer since 7/8/21
the day the slide out malfunctioned. I urge the NHTSA to investigate our issue further with
Keystone, as I am aware now that they have a history of faulty outrigger recalls on their
products. Keystone along with Best RV have long exceeded a reasonable time frame to address
our safety/warranty repairs.



Sincerely,

----- Forwarded Message -----

From: EVOQ (NHTSA) <evog@dot.gov>

To:

Sent: Monday, December 20, 2021, 10:53:38 AM PST
Subject: FW: Follow up to ODI Complaint ----- 11436953 -------

Please see the attached copy of your recent complaint and instructions. Please make any necessary
edits and return via email to dataquality@dot.gov or fax to (202) 366-1767. Due to the volume of
complaints we receive and our limited resources, we cannot respond to every complaint.

NHTSA/Office of Defects Investigation








