





to Hyundai for coverage through warranty as it was not 2 user operator error. The warranty coverage was
denied by Hyundai due to vehicle not being at the dealership and beyond warranty range. Christina Faunce

Service Manager
Boulder Hyundai

Complaint:-

1 am rejecting this response because:
Boulder Hyundai is not being honest and:

The all wheel drive was working perfect before the engine was replaced. The engine was replaced on July
25, 2019 and Boulder Hyundai states they checked all codes before vehicle was released to me, however, it
was mid summer and I did not engage the four wheel drive until the weather turned to snow in November
2019,

I want to add what first occurred with my vehicle to bring it to Boulder Hyundai: Driving back from
Colorado Springs engine entirely selzed and had it towed to Firestone [n Thornton Colorado. Firestone ran a
diagnostic and determined my engine was completely out and notified me It was a recall and to take to
where | purchased it from. Boulder Hyundai asked for the car to be towed at my expense and after the car
being there for almost 2 weeks, I called to check in and they said it could be another month before an
engine was shipped. Not even 10 minutes later they called me and said they had an engine. 1 learned later
from Boulder Hyundai it was a refurbished engine.

Four months later (November 29, 2019) | contacted Hyundai Corporation notifying them recall number 162
failed it caused more problems with my vehicle. 1 spoke with Willie in customer service who opened up a
case. My case was assigned to Shawn, contact number 714-887-2476. After speaking with Hyundai
Corporation, on November 30, 2019 [ dropped off the car at Boulder Hyundai believing the car was
covered. Boulder Hyundai diagnosed my car and found that the rear differential had failed causing the
transfer case to fair due to rear drive shaft being spun and nc movement. The total cost to replace the rear
differential, coupler, transfer case was $5614.26.

Boulder Hyundai is not being honest stating in their answer to my complaint that warranty was denied due
to vehicle not being at the dealership.

1. My Vehicle was there for a week and Boulder Hyundai did a complete diagnostic.

2. Boulder Hyundal is being dishonest stating I declined further diagnostic and tear down and that the
vehicle wasn't present for them to cover under warranty. I left my car there for over a WEEK after they did a
complete diagnostic and provided me with total cost to repair my vehicle, The reason I declined replacement
of the rear differential and transfer case is because Hyundai corporation denied coverage., Hyundai
corporation said it was a new issue and out of warranty. I decided to then take my car and they still charged
me for the diagnostic.

1 then spoke with my family attorney who advised me to take my car for a second opinion to Hotchkiss Auto
Repair.
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cause or possible cause of this failure. They recommend reinstalling the transfer case back into the vehicle
and trading vehicle in toward a different car.

This is an issue Hyundai technicians have been seeing from the manufacturer, Speculation leads them to
belleve it was not lubricated enough from the factory. However, this is speculation and not a fact. The issue
you have present may in fact be a manufacturer’s defect. The manufacturer has the longest power train
warranty present in the market. The clear fact that you are so far outside of the warranty range by time and
mileage is the reason it is being denled by Hyundai Motor of America. This denial is not our decision. We
simply submitted the information in the PA process window through Web DCS (Hyundal’s portal), then it is
up to Hyundai Motor of America to come to a conclusion on coverage. We did not submit for goodwill
assistance when the vehicle was in with our shop due to the fact that it was so far out of warranty range
that we knew goodwill assistance would be denied. When Manuel Lovato brought in the information to me
from the other shop with the pictures I told him I would submit this to Hyundai for Goodwill assistance due
to the rust being present and that it Is not a consumer error. The PA request for the goodwill was denied
and as stated by Hyundal Motor of America "PA DECLINED. VEHICLE NOT AT DEALER/25 MONTHS/69K
MILES OUT OF WTY. THANK YOU." This again is outside of our control. We strictly work within the guidelines
Hyundai Motor of America give us.

1 believe the consumer’s battle is with Hyundal Motor of America not with the dealership. The information
the other shop provided with photographs proves that we did not have any error in the installation of the
engine assembly. The statement of how rust penetrated an area that is not exposed to the atmosphere, well
it Is not supposed to be exposed or have water, however based on the photos it is clear that this is what
occurred.

Christina Faunce

Service Manager

Boulder Hyundai

rsday Apnl 2 2020

I am rejecting this response because:

1. They did not diagnose my car correctly. Boulder Hyundai's 12 year Technician diagnosis was to replace
the rear differential, coupler, and transfer case for a total of $5614.26. Since Hyundal corporation denied
my claim ( case manager assigned to my case said it was a new issue and the car was out of

warranty). Our family attomey advised me to take my car to his mechanic at Hotchkiss Auto Repair (who is
highly rated in the Denver area) for a second opinion.. Hotchkiss Auto Repair diagnosis was: Nothing was
wrong with the rear differential or the transfer case, The problem was with the splines and the
transmission,. With the splines worn off of the transmission, they will not mesh with the splines on the
transfer case and thus, will not activate the transfer case to engage. Total cost to replace transmission at
Hotchkiss was $2500.00. However, they advised me to get rid of the car!

2, Again, how did the rust penetrate an area (the spline portion of the transfer case input shaft that is not
exposed to moisture). Boulder Hyundai states: This is an issue Hyundai technicians have been seeing from
the manufacturer. Speculation leads them to believe it was not lubricated enough from the factory. If this
is @ manufacturer defect, it doesn't matter if it's far out of the warranty "as this has been a known issue as
Boulder Hyundai states in their previous response. Boulder Hyundal also admits, "The statement of how
rust penetrated an area that is not exposed to the atmosphere, well it is not supposed to be exposed or
have water, however based on the photos It is clear that this is what occurred.” A previous Mazda | owned
sent recall notices to me long after my Mazda was out of warranty due to manufacturer defects,

3, Case Manager at Hyundai Corporation instructed me to contact Boulder Hyundai to make this
right. Christine said that is not going to be on our dime it has to be on Hyundal Corp.

Lastly, Boulder Hyundai has not been honest from day one. They sold me a car they knew had
problems. They did not notify me there was a problem with the engines on the 2013 Santa Fe, 1 found out




from my mechanic at Firestone when the engine seized. In addition, they did not even provide me with a
rental car when the engine was replaced. It was on my dime. There is class action lawsuits with this

vehicle. I do not feel safe driving this vehicle.

Thank you,

To whom it may concern- We have already responded to this compiaint and our position has not
changed. We ask that the BBB close this complaint.

Thank You
Jeff Baca

Owner Boulder Hyundai










From: D Hotchkiss <hotchkissauto@yahoo.com>

Date: February 12, 2020 at 11:18:00 AM MST
ro: I I

Subject: Prior Invoice

Eus the information you requested. As we spoke about verbally, it is my opinion this fault/condition
was most likely not caused by user/operator error. Rather, it appeared the transfer case had been
removed from the transaxle (marks on the bolts/fasteners, possibly when the engine work was performed)
and was possibly caused by mis-mating of the splines between the transaxle/transfer case. | hope this
helps you.

Justin
Hotchkiss Auto Repair
303-780-7747
























