CUSTOMER
COMPLAINTS




Long before the Walker Fire
Control was first introduced
into a Remington rifle,
Remington recognized the

importance of customer input.




Customers were conceived
as sources of input, in lieu
of government inspectors,

for testing and acceptance
of Remington firearms.

Remington Production Document Bates # R2500597 —R2500627







The Model 721 was the first

model equipped with the Walker
Fire Control. It was introduced
in March of 1948. By August of

1948, 3 field complaints
surfaced of rifles that would
fire upon release of the safety.

Remington Produced Document Bates # AL031908







With knowledge of the field
complaints, Remington
recognized in 1948 that its
“potential liability for the

safety of our product is
somewhat augmented.”

Remington Produced Document Bates # R2501440







After noting a 2% malfunction
rate is “too high”, Remington in
1953 re—affirmed its belief that
“complaints from customers is

one of our principal yardsticks,

especially as to ‘what will be
acceptable.’™

Remington Produced Document Bates # R2501804







Even authorized Remington
gunsmiths proposed solutions
for incidents of unintended
firings upon closure of the bolt

or release of the safety.

Remington Produced Document Bates # 1295002285







In 1968, Consumer Reports
published that the Model 700
"would fire without warning.”







In the 1970’s, gun examinations
of rifles returned by customers
were conducted by “C. Prosser.”




On many occasions, Mr. Prosser
examined rifles wherein

complaints were made that the
rifle had fired upon release of

the safety or closure of the
bolt.




At varying times, examined
rifles would be found to have
metal shavings or chips or
other conditions that reduced

the engagement between the
sear and the trigger connector.

Remington Produced Documents Bates # AL0029765, PPS03693,
AL0029724, AL0029723, AL0029714, and AL0029713



















In each of the preceding
examples, rifles returned with
complaints that the rifle fired
without a pull of the trigger

were described as being in
either "good” or "new’
condition.




In 1973, the Australian
government banned importation
of Remington Model 700°s until
Remington undertook measures

“to correct what they declare is
an unsafe trigger mechanism.”

Remington Produced Document Bates # R2505356







Remington modified the trigger
mechanism of the Model 700 by
adding a trigger screw lock screw
to prevent improper adjustment

of the trigger for rifles exported
to Australia. Remington failed to
make this change on rifles that
stay in the United States.

Remington Produced Document Bates # R2535635







A three—year history of

complaints of “Fires on Safe”
resulted in a conclusion that
all such complaints were “the

result of minimal Connector—
Sear engagement.”

Remington Produced Document Bates # AL0029705







Complaints from the field were
consistent with Remington’'s
internal testing. In one 4—month
period in 1975, Remington

experienced 46 instances of Fire on
Safety Release or “Follow Down,”
during its quality control testing.

Remington Produced Document Bates # R2506096







A “follow down” is essentially a
firing of the rifle, although in a
“soft” follow down, there is
insufficient energy in the

firing pin for the rifle to
actually fire.




By late 1979, in spite of “hundreds”
of customer complaints, Remington
attributed all such complaints to

“tampering”’, “over oiling” or some

“other unauthorized alterations.”

Remington Produced Document Bates # R2543636







Remington, however, realized it had never
informed customers about “improper
cleaning or improper lubrication”. “"We
must investigate this more fully.”

Remington Produced Document Bates # AL0017502







Even by Remington’'s own
assessment, 2% of all Model

700°s could be “tricked’”, a
condition whereby the safety

could be placed in an
intermediate position between
“safe” and “fire” or would “fire
off safe.”

Remington Produced Document Bates # R2508949







Customer complaints continued.
Out of 133 complaints received
between July 1979 and January
1980, 44 were “verified.”

Remington Produced Document Bates # R2508943-45







Remington ignored even reports
from its own authorized
gunsmiths, trained to recognize
and service returned rifles.

Remington Produced Document Bates # R2531937







By the 1990's, the rate of
customer complaints was
“constantly increasing.”

Remington Produced Document Bates # PR0604 and PR0545-46







In the mid—1990°s, Remington
commissioned an outside laboratory
to investigate the legitimacy of
complaints of unintended firings.

H.P. White Laboratories also
experienced a fire on safety release
with one of the rifles it was
commissioned to examine.

Remington Produced Document Bates # MA2839-40 and MA2845







Between 1992 and 2004,
Remington had received
approximately 3,273 customer
complaints of unintended

firings.




In summary, between 1992 and 2004
there were approximately five (5)
reported unintended firings per
week

Summary of Remington Produced Documents Bates # MAE0012056-530







Between 1993 and 2006, Remington
paid over $18 million in
settlements and judgments to
people injured or killed as a

result of unintended firings.

Remington Produced Document Bates # WIL09027







Remington failed to heed its
own advice expressed in 1945 to
“visualize our customers in
place of Government inspectors

awaiting our products for test
and acceptance.”




