
Natosha.McKnight
FOIA LONG BLACK





Unfortunately, both MBUSA or Fields Automotive are n o t  acting under any proactive ‘duty to 
notify’ perceived or otherwise that would ensure the safety of their consumer base. This strategy clearly 
weighs marketing brand reliability and repeat customer base against sales quota and the cost of a tow truck 
and uber. Because there is no current recall, waiting until catastrophic failure occurs is acceptable to 
MBUSA and the title of the campaign allows this ISG 48V issue to be detailed as a separate issues so as 
not to be considered related to current recall issues and add to greater consumer protection. 

In this case, a simple electronic notification on the MBUSA customer software would be simple and 
effective if implemented. Why with this technology at its disposal was there no notification? One could 
logically speculate that a potential reason may be because MBUSA had existing data pertaining to the 
many IGS 48-V 2023 GLC issues pre-release and made a conscious decision to release the vehicles with 
a known issue, especially with the on-going similar issues observed on other models involved in full recall. 
Instead MBUSA planned on using the extra time to create an automation solution and identify every 
permutation as a new and separate defect. If this was a pre-existing issue based on engineering data, 
would this breach impact “truth in lending” standards for any banks financing purchases or be a gross 
breach of “Misrepresentation” regulatory requirements creating an umbrella for all purchasers of the 2023 
GLC 300? 

NHTSA Risk-Based Process for Safety Defect Analysis 

DOT Audit report ST2023031, “NHTSA Has Not Fully Established and Applied Its Risk-Based 
Process for Safety Defect Analysis” (Attachment 6) provides twelve (12) recommendations that would add 
to the effectiveness of the organization. Two Key and Critical Parameters not discussed that are very 
germane to the effectiveness of the risk assessment platform (modified FMEA) when brought on-line is the 
inclusion of “Occurrence.” and standards for defining the unit operations where the defect occurs i.e. the 
current standard allows for the compartmentalization of ISG 48-V issues into many different permutations 
that cannot be linked even though they are all ISG 48-V issues. This approach is not an acceptable best 
practice and favors the manufacturer or consumer safety. Probability 

Industry standards for FMEA risk scores look at three components, probability, severability, and 
occurrence. This is a best practice across all industries following six sigma principles. The auto 
industry uses 6 sigma lean manufacturing and there are journal case studies following Mercedes 
Benz’s use of six-sigma practices. A simple Google seach yields the three components necessary 
to generate a RPN number, except by the NHTSA RPN system (Attachment 7).  
“The production system used by Mercedes-Benz Cars (MBC) also has a long tradition and has 
become one of the driving factors behind the success of the premium Mercedes-Benz brand – with 
a pronounced focus on technology, innovation, quality, safety, and sustainability. In 2000, this 
system was bundled as a closed system for the first time – the Mercedes-Benz Production System 
(MPS) – by leveraging different developments in the company. This laid the foundation for lean 
management principles in production and, somewhat later on, in administration.”1 
“Six Sigma green and black belts are additional qualifications. Six Sigma is a methodological add-on 
in the production system and finds particular application in the MPS when it comes to sustaining and 
stabilizing processes as well as systematic problem solving processes. (Page 40) 1 
If Mercedes utilizes proper 6-sigma practices and FMEA risk assessment utilizing Detectability (D), 
Severity (S), and Occurrence (O), and by virtue of a function request can provide a production 
number data to calculate an accurate Risk Priority Number (RPN). The RPN for the current defect 
experienced becomes astronomical when looking at the population impacted. An example 

1 LEAN TRANSFORMATION AT MERCEDES-BENZ  by Joachim Follmann, Sebastian Laack, Helmut Schütt and Axel Uhl 



occurrence rating is provided. The population on the campaign notification is 10,988 units. Are there 
any doubts this was not a known defect.  
Typical Occurrence rankings for known / similar technology are as follows: 
 

• 1: Prevented through product / process design; error proofed 
• 2: 1 in 1,000, 000 
• 3: 1in 100,000 
• 4: 1 in 10,000 
• 5: 1 in 2,000 
• 6: 1 in 500 
• 7: 1 in 100 
• 8: 1 in 50 
• 9: 1 in 20 
• 10: 1 in 10 

 
If all of the auto manufacturers follow lean manufacturing principles assessing design and 
manufacturing processes in a six sigma or six sigma-like RPN calculation, why would the NHTSA 
remove a critical component of the score when the data is readily available. The current approach is 
unfairly biased for the benefit of the auto manufacturer. Having the frequency as an output when the 
failure rate data is available leads to inaccurate and incorrectly weighted RPNs.  

Categorization 

As technology has evolved and automation has increased the complexity of vehicle operation, there 
has been a very apparent shift to over specifying failure mode buckets. Vehicles in the past would 
not categorize a technical bulletin recall as a 8th gear recall so as not to be confused with a co-
existing 4th gear defect. It was a defective transmission with multiple potential failures. The recalls 
were based on the discrete componentry associated with the transmission as a system. 
The current ISG 48V System recalls are split across starter buttons, loos cables, automation logic 
errors, peltier cooling pumps, defective batteries across multiple technical bulletins concerned with 
the ISG 48-V system. In effect the manufacturer can use the theory of infinity to distance associated 
defects. This approach tends to obfuscate what the consumer experiences which is a ISG 48V 
malfunction that leads to vehicle operation issues. It also prevents a true systemic assessment of the 
ISG 48V system that should work in its totality. This approach allows for vehicle quality to decline and 
the time for repair to be extended or for the sale of defective vehicles. 
Due to the sheer volume of issues, technical reports and recalls, an average consumer is likely to 

make the obvious observation that the ISG 48V platform is not as robust or reliable as it should be, leading 
to customer impact and safety risks. 

Customer Safety & Impact to Customer 

One does not have to search very hard to assess the impact the 2023 GLC 300 ISG 48V platform 
issues. There are multiple Mercedes Benz board on the internet that share the exact same experience. The 
sheer volume begs the question of how this could not have been a known issue before release or that the 
release testing was clearly not adequate (Reference Attachment 2). 

The safety score severity would be the highest score achieved meaning if the system went out even 
once during operation it would rank a high score. Added to that are the multitude of associated and indirect 
events that could cause harm to the consumer. I was personally detained 4-hours because of the malfunction 
in a nice area. What indirect safety issues arise due to where the break down occurs. What if patient visits 



are missed or a surgery unattended in an ER. The recent request to Ann Carlson requesting the National 
Highway Traffic Safety Administration (NHTSA) use its authority to institute a recall of unsafe Hyundai and Kia 
vehicles manufactured between 2011 and 2022 whose easily-bypassed ignition switches and lack of engine 
immobilizers make them particularly vulnerable to theft is the perfect example that demonstrates the severity 
associated outside of vehicle accidents or fires that could be due to overheating and cooling malfunctions 
(Attachment 8). 

Why would the local dealership or MBUSA (unknown) have a directive to not proactively 
communicate impacted customers. When a driver starts having to operate a vehicle differently to keep a 
vehicle operating, they operate it differently testing starts and stop functions. This leads to events. How can 
anyone take this risk for the customer when it is simple to send a notification to impacted clients. These 
defects did not start yesterday. 

Conclusion 

Our experience is slightly different in that we were convinced there would be no issue and told the 
check engine light would reset itself. Perhaps this lays the foundation for misrepresentation. What we do 
know is that the experience of purchasing a Mercedes Benz has become a very negative experience for us. 
We know that we paid top dollar for an unreliable vehicle and regret the purchase. This is not buyer’s remorse, 
but the realization that we bought a vehicle relying on a defective ISG 48V platform.  

The fact that we were not notified at purchase about the issues had with the ISG 48V platform and 
the dealer did not even check the error codes to ensure we were not receiving a potential lemon vehicle, but 
was more concerned with sales metrics and depositing a $68K check into the Fields Auto Group account is 
disheartening. It’s not the way to build brand loyalty, just the opposite. I complied with the suggested process 
by reaching out to the dealership, there was no solution provided or suggested to our concerns. The biggest 
question every customer should ask is why they were not notified of this campaign bulletin on June 16, 2023, 
and they should ask themselves if this is the quality standard expected when they made their purchase.   

Based on my recollection of a discussion and the contemporaneous notes regarding a very blunt 
conversation with Ken Kowai, the GM of Mercedes-Benz of Orland Park Fields on June 30, 2023, there is 
no directive to proactively notify customers of the campaign issues, but to wait until a debilitating event to 
occur (like we had just experienced) to have vehicles towed or brought in and serviced. When pressed as to 
the ethics of this approach I was informed as a justification, that if it was his vehicle, he would be subject to 
the same constraints and that he was messaging what he was directed to and following the chain of 
command (unknown if the chain of command is specifically Fields’ owned Mercedes-Benz dealerships or 
MBUSA directly). He also asked to have senior drivers drive the vehicle 35 miles to the Orland shop. More 
drivers, there was no point to have even bought a new vehicle.  

From the consumer side there has not been anything transparent regarding the risks of the ISG 48V 
platform. Had the sales manager not stated the check engine light would turn off as soon as the battery was 
charged, we would not have made the purchase. Had we been informed of the reliability issues we would 
not have made the purchase. At this point it is clear the dealership does not have any concerns with the 
customer experience in purchasing a new reliable GLC 300, the check is cashed. In fact, we found our 
vehicle in a storage bay with no temperature control and the drivers window wide open susceptible to rodents 
or insects. When our efforts to remotely close the window after hours were unsuccessful. When I visited the 
site in the morning the mechanics who had left the window open and had driven the car without even putting 
down service mats. By comparison the loaner vehicle has plastic wrap mats for protection. By this point we 
are both disgusted with the purchase and looking at trade options even though it will have a negative financial 
impact.  



  Figure 2. Vehicle Care at Fields Mercedes Benz (No Mats and Window Open) 

 

                  
 

 

Based on the sheer volume of affected vehicles as well as continued issues related to the ISG 48V 
platform leading to vehicle failure and the June 16, 2023 Mercedes Service Campaign Bulletin 2023060007 
“Update Powertrain Control Unit Software” there should be no need to even create a risk assessment. This 
defect common to the 2023 GLC 300 should lead to an immediate recall with all vehicle owners notified 
immediately due to the safety risks instead of the compliant sixty days associated with new recalls. I would 
also request a serious and focused safety review on the Mercedes ISG 48-Volt platform that has impacted 
too many vehicle models. It is hard to believe this was an unknown issue or even that there is a 
singular corrective action available now in regard to the 2023 GLC 300 model. The solutions 
provided by MBUSA have been band-aid corrections over similar defects without care for the 
consumer purchase experience and have created questions in regards to MBUSA’s personal 
accountability and ethics and doubts as to there being a holistic fix. 

 

Best regards, 

 

Aldelberto A. Cordova 
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Attachment 1 

 
June 16, 2023 Mercedes Service Campaign Bulletin                                               

2023060007 “Update Powertrain Control Unit Software” 











 
Attachment 2 

 
Mercedes Message Boards detailing similar issues  











































































Natosha.McKnight
REDACTION




