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INFORMATION Redacted PURSUANT TO THE FREEDOM OF

06/14/2016
4/ INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6)

2012 Hyundai Genesis
VIN# KMHGC4DDOCU
NHTSA ID 10863149

JUN 22 2015
I would like to give additional information regarding my complaint with the HECU Brake failure.

I contacted Hyundai to get an explanation as to why my vehicle was not part of the HECU recall (NHTSA
Campaign Number: 13V489000 ) and Hyundai emailed me stating that my vehicle was excluded from
the recall because “the brake fluid which was used in your Genesis was not the same as the fluid used in
the vehicles that were included in the recall” (see ex.1). | emailed Hyundai a copy of my service order
(see ex. 2) showing that the brake fluid was replaced under a service campaign. At the time of the brake
fluid replacement, | was not told why the brake fluid needed replacement. Hyundai did not give me an
explanation and closed my complaint. »

If the brake fluid that was originally in my vehicle was faulty, it could have caused my HECU module to
fail.

If you have any questions, please call me at_

(6527/le
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Sheila.Duvall.CTR
FOIA B6
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From: Equus Customer Connect Center <CustomerSupport@HyundaiEquus.com>
Sent: Friday, May 27, 2016 12:02 PM
To:

Subject:

peor SN

Thank you for contacting the Genesis Customer Care Center and Hyundai Motor America regarding your 2012
Genesis. We appreciate the opportunity to address your additional inquiry.

We apologize for any disappointment however, we must defer you to the Alternative Dispute Resolution
information we provided to you on 05/24/16. For your convenience, we are again providing this information for
you:

Governor's Office of Consumer Protection (OCP)
2 Martin Luther King Jr. Drive, Suite 356
Atlanta, Georgia 30334-9077

Phone: 404-651-9397

We thank you for contacting Hyundai Motor America.

B::

From:
Sent: May 27, 2016 5:09:18 AM

Subject: RE: Case [JjjjfJbas closed. _

Hello,

My car originally had the wrong brake fluid. I've attached a service order
that shows my brake fluid was replaced under this campaign.

Thanks,

From: Equus Customer Connect Center



< [mailto:CustomerSupport@HyundaiEquus.com]
Sent: Thursday, May 26, 2016 4:57 PM
To: '

Subject: Case has closed. _

Dear I

Thank you for your continued contact with the Genesis Customer Care Center
regarding your 2012 Genesis. We appreciate the opportunity to assist you and
apologize for the frustration which may be caused.

After speaking with the appropriate department, we have additional

information regarding inclusion or exclusion of vehicles during a recall
campaign. We have been advised that there are very strict requirements that
must be met for any vehicle that falls within a production period which will
make them either included or excluded in a recall. For your 2012 Genesis,

the brake fluid which was used in your Genesis was not the same as the fluid
used in the vehicles that were included in the recall. It is because of this

detail that your vehicle was excluded. We are providing you with detailed
information about the recall #114. , which prompted Hyundai Motor America to
initiate it:

Recall Campaign #114 -

The brake fluid installed at the factory may not inhibit corrosion of the
plating on the valves in the brake system?s Hydraulic Electronic Control

Unit (HECU) module. Corrosion may lead to a gel buildup on the valves
affecting the valve?s operation, resulting in low/soft brake pedal with

reduced brake effectiveness. The brake fluid used when the vehicle was
manufactured may not have contained a sufficient amount of an anti-corrosive
additive. The replacement fluid used in the repair procedure will prevent
corrosion of the Hydraulic Electronic Control Unit components.

We are confident that the above information regarding the recall details
will sufficiently address your inquiry. In addition, the information
regarding the BBB Auto Line provided to you in the prior response is
incorrect. We must refer you to the following for any further assistance in
this matter:

Governor's Office of Consumer Protection (OCP)
2 Martin Luther King Jr. Drive, Suite 356
Atlanta, Georgia 30334-9077

Phone: 404-651-9397

Thank you again for contacting Hyundai Motor America and the Genesis
Customer Care Center.
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-----Original Message-----
From:
Sent: May 26, 2016 5:07:19 AM

Subject: RE: CASE [l - Final Decision ([ | N

Hello,

Can you tell me what requirements that my vehicle didn't meet to be included

in Recall Campaign 114?

Thanks,

From: Equus Customer Connect Center
[mailto:CustomerSupport@HyundaiEquus.com]
Sent: Wednesday, May 25, 2016 5:58 PM

To:

Subject: RE: CASE - Final Decision_

ear [N

Thank for contacting Hyundai Genesis Customer Care Center, and for your
continued correspondence. We would be happy to answer your questions in
regards to adding your 2012 Genesis to Recall Campaign 114, so that you may
be reimbursed for repairs.

We understand your frustration as the parameters for inclusion as well as
the concern itself are similar to Recall Campaign 114. However, your vehicle

does not meet all requirements to be included in the recall campaign. We
know this is not the outcome you were hoping for, and apologize for any
disappointment this may cause.

At times Hyundai Motor America and our customers may not agree on the final
outcome; for these instances customers may utilize the alternative dispute
resolution arbitration program, through the Better Business Bureau Auto

Line. You may find more information on this impartial third-party service in

the back of your owners manual. For your convenience, we have also provided
their information below:



v

BBB AUTO LINE

We have documented your comments on case number- which can be
referenced if we can be of further assistance. Should you have any

additional questions or concerns regarding your 2012 Genesis, please do not
hesitate to reply to this e-mail or call our toll-free customer service

phone number at (877) 378-8727.

Hyundai Customer Care Center Hours of Operation are as follows:

Monday - Friday: 5:00 AM to 7:00 PM Pacific Standard Time
Saturday - Sunday: 6:30 AM to 3:00 PM Pacific Standard Time

Thank you for being a valued Hyundai owner and for contacting Hyundai Motor
America. '
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From:
Sent: May 25,2016 5:29:39 AM

Subject: RE: CASE - Final Decision I
Hello, |

Can you explain why you believe "that there is no possibility of inclusion"?

As [ understand, my part that failed is the same part that failed on other
Hyundai Genesis vehicles.

Thanks,

From: Equus Customer Connect Center
[mailto:CustomerSupport@HyundaiEquus.com]
Sent: Tuesday, May 24, 2016 5:00 PM



» To:
Subject: !A!E -- Final Decision (i

Thank you for contacting the Genesis Customer Care Center regarding your
brake concern with your 2012 Genesis. We appreciate the opportunity to
assist you and apologize for any frustration caused by your experience.

We are writing to provide you with an update to your case || Our
research department has determined that while your symptoms may have been
similar, there is no possibility of inclusion into the campaign. In

addition, we reviewed the warranty on this part as 5 years or 60,000 miles

and it has been determined that this has expired by mileage. It is because

of these reasons that Hyundai Motor America is declining your request for
reimbursement. We apologize for any disappointment caused by our decision.
This is Hyundai Motor America's final decision.

We realize that mutual agreement on some issues may not be possible. For
your convenience, we are providing you with additiona] information which you

may find useful.

Governor's Office of Consumer Protection (OCP)
2 Martin Luther King Jr. Drive, Suite 356
Atlanta, Georgia 30334-9077

Phone: 404-651-9397

We appreciate the opportunity to assist you and we have updated your case
accordingly. Your case will now be closed.

If you require assistance in the future, please feel free to contact us at
877-378-8727. We are available 7 days a week to better serve you.

Genesis Customer Care Center Hours of Operation:
Monday - Friday 5:30am - 7:00pm Pacific
Saturday - Sunday 6:30am - 3:00pm Pacific

Thank you for contacting Hyundai Motor America and the Genesis Customer Care

Center.
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