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CL-11503134-1000

Uniontown, PA

January 6, 2023

Administrator

National Highway Traffic Safety Administration
1200 New Jersey Avenue, SE

Washington, DC 20590

Subject: Complaint against Hyundai Motor America for Failure to Repair 2015 Hyundai Tucson
pursuant to Manufacturer’s Recall

Dear Sir or Madam:

In late October 2021, my 2015 Hyundai Tucson had major engine failure. The symptom was a loud
knocking noise coming from the car’s engine. | had no warning of this. No malfunction waming lights
were on or flashing; no engine lights had come on; no oil lights were on; and no other warning was
given.

In early November 2021, | received a letter from Hyundai Motor America stating that there was an
“Important Manufacturer’s Service Campaign” that affected my 2015 Tucson. The letter stated that my
car was subject to Recall due to “abnormal engine bearing noise” that potentially could cause “severe
engine damage.” That was exactly the situation | was facing. The letter stated that | should contact the
nearest Hyundai dealer and the problem would be fixed at “NO CHARGE to you.”

On November 18, 2021, | took my Tucson to the dealership in Uniontown, PA where | had purchased the
car. It had only 50,234 miles on it at the time of the engine failure.

The dealership stated that they were very busy and unable to fix it at the time. After about 4 months of
delay, the Hyundai dealership informed me on Mareh 18, 2022 that, even though my Tucson was subject
to Recall relating to “abnormal engine bearing noise,” the request to replace my engine had been
denied. The stated reason was alleged “maintenance neglect,” based on the accusation that | had failed
to change the oil in the car. This accusation was and is not true.

| explained to the dealership that | regularly changed the oil in the car and never had any problems or
even a warning light saying low oil. In response, the dealership stated that | needed to provide “oil
receipts.” | replied that, to save money, my friend and | changed the oil ourselves and did we not save
receipts of buying cil. The only “oil receipt” | had was dated March 23, 2019 when my friend was sick
and | got the oil changed at Ace Quick Lube-UN. The dealership, however, stated that, per instructions
from Hyundai Motor America, they would not repair my car under the Recall.




| could not believe that a major car company such as Hyundai would not honor a Recall based on the
exact engine problem that the Recall was intended to cover.

On March 28, 2022, | wrote a letter to the President of Hyundai Motor America, explaining the entire
situation. See enclosed letter dated March 28, 2022 with attachments.

Incredibly, Hyundai Motor America never provided a written response to my letter. After many months
of not hearing anything, | called Hyundai and finally was connected to a company representative. The
representative informed me over the telephone that my car would not be repaired under the Recall
because | could not produce “oil receipts.”

The representative disregarded my letter and the evidence | had presented (including an affidavit)
showing that there was no maintenance neglect and that | regularly changed the oil in the 2015 Tucson.
To date, they have not changed their position. They continue to refuse to honor the Recall and refuse to
repair my car.

| would appreciate your assistance in requiring this company to repair my car.

Sincer

Enclosed 3/28/2022 letter to Hyundai Motor America
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March 28, 2022
Via Certified Mail

Mr. lose Munoz
President/CEQ

Hyundai Mator America
10550 Talbert Avenue
Fountain Valley, CA 92708

Subject: Honoring Manufacturer’s Recall and Warranty

Pardon the interruption, but | am contacting you to determine whether Hyundai Motor America will
honor your Manufacturer’s Recall and Warranty that a local Hyundai dealer is refusing to honer. As
explained below, after four months of waiting for my car to be fixed, | now am being blamed for an
engine failure that is the subject Hyundai’s Manufacturer’s Recall.

{ am a disabled single mother. | own a 2015 Hyundai Tucson. | purchased the vehicle new from a
Hyundai dealership in Uniontown, PA on December 23, 2014. The dealership is Auto Land Hyundai of
Uniontown. When | purchased the vehicle, | also purchased the Hyundai Protection Plan, Platinum
Coverage, 10 years or 100,000 miles with no deductible. (See attachment 1).

Until October 2021, | did not have any major trouble with the vehicle. | use the car mostly for local
travel and have not put many miles on it. From 2015 through 2021, | averaged approximately 7,175
miles a year, for a total of 50,234 miles. Until fate October 2021, the main expenses | incurred for the
Tucson were routine maintenance—oil changes, brakes, and tires. To save money, the routine
maintenance on my car was performed by my friend,

in late October 2021, while returning home from a doctor’s appointment, | noticed a loud knocking
noise coming from the car’s engine. The sound was banging and knocking and seemed to get worse
every time | stepped on the gas pedal. The sound was disturbing and seemed serious. | was worried
that the car was not going to make it to my home. Fortunately, | made it home safely, parked the car,
and tried to figure out what to do.

On or about November 2, 2021, | called the dealership where | purchased the vehicle, Auto Land
Hyundai of Uniontown. | reported the problem and asked the dealer if my car was covered by
insurance. They said no, but told me to bring my vehicle in on November 18, 2021. On November 4,
2021, | contacted the Hyundai dealer in Morgantown, WV and asked the same question—was my
vehicle covered by insurance? The Hyundai dealer in Morgantown told me that the Tucson was covered
by Recalls relating to engine problems. A day or two later, | received a letter from Hyundai Motor
Arnerica stating the there was an “Important Manufacturer’s Service Campaign” that affected my 2015
Tucson and other Hyundai vehicles. The letter stated that the service campaign/recall related to
“abnormal engine bearing noise” that potentially could cause “severe engine damage.” The letter
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stated that | should contact the nearest Hyundai dealer and the problem would be fixed at “NO CHARGE
toyou.” (See attachment 2).

On November 18, 2021, | took my Tucson to Hyundai of Uniontown. | brought the Recall letter with me
and gave it to the service manager, Fred King. Mr. King informed me that there were other vehicles
ahead of mine and that he would contact me when they were ready to start working on my vehicle,
After not hearing back from Mr. King, | started calling the dealership about once a month to determine
the status. | was told that the dealership had a backlog of cars for service and was short of mechanics.
Incredibly, the dealership had my car for the rest of November, and all of December, January, and
February of 2022 without working on it. It was not until March of 2022, nearly four months later, that
the dealership informed me that they were proceeding to repair my car.

On March 4, 2022, Mr. King called me and led me to believe that my engine was going to be replaced by
Hyundai based on the Recall, but that | needed to produce “oil receipts” showing when | changed the oil
in the car. |explained to Mr. King that we change the oil in the car ourselves and that, as a
conseguence, we do not have such receipts. Mr. King did not say the lack of oil receipts would prevent
my car from being repaired. However, he did not specify when they would be repairing my car.
Frustrated with this additional delay after the dealership already had my car for approximately 4 months
without fixing it, | contacted Hyundai's consumer affairs on March 4 and informed the representative
that the local dealership in Uniontown was giving me a hard time regarding a Manufacturer’s Recall and
insisting on oil receipts. During the call, the representative apologized regarding my treatment by the
local dealership and led me to believe that my engine had been approved. Nevertheless, the
representative stated that she would need to speak to someone else in the company and that someone
from an 855 number would get back to me in 3-5 business days. | did not receive any such call.

On March 18, 2022, | went to the Hyundai dealership in Uniontown to check on the status of my car and
find out if it had been repaired. To my surprise, | was told by Mr. King for the first time on March 18,
(exactly 4 months after | had brought the car to the dealership on November 18), that the request to
replace my engine had been denied. | was shocked. | was told that it was denied because | had not
produced oil receipts. Mr. King gave me a one-page document characterizing the denial as due to
“maintenance neglect.” (See attachment 3).

The one-page document from the dealership is inaccurate. It states that | was told by Mr. King on March
S that my engine repair was being denied due to lack of maintenance records. That is not correct. It
was not until | personally visited the dealership on March 18 that | was told that the repair of my engine
was being denied. In addition, the one-page document from the dealership incredibly states that “the
vehicle was not maintained from 3 miles to the current mileage [50,240]” and this “evidence of neglect
can be seen in the photo of the valve train that was provided.” According to Mr. King, the photo
allegedly showed “sludge” in the engine of the Tucson and | was being blamed for it due to an alleged
lack of maintenance during the entire life of the vehicle. This incredible statement of no maintenance
on my car for seven years is unbelievable and untrue.

The fact that | do not have years of oil receipts does not prove maintenance neglect. | am [JJJjjjij o'd
and know that vehicles need to be maintained and oil changed, from lawn mowers to cars and trucks.
My Tucson was never low on oil. The oil light never came on. The engine light never came on. The only

warning light that ever came on was for low tire pressure. At my request, has serviced my
vehicle since it was purchased. | have attached a sworn Affidavit from showing that there




Uniontown, PA

was no maintenance neglect on my vehicle. (See attachment 4). [l regularly changed the oil
in the Tucson, repaired the brakes, and replaced the tires as needed. As best | recall, the only time he
did not personally change the oil was in March 2019 when he was ill and | had the oil changed by Ace
Quick Lube in Uniontown, PA. (See attachment 5).

To blame a customer for an engine problem that is subject to a Manufacturer’s Recall is both surprising
and wrong. It bad enough to falsely accuse a customer of “maintenance neglect” based on the lack of
oil receipts. It is especially wrong to fail to honor a Manufacturer’s Recall and allege, without proof, that
somehow the customer caused the engine problem that is the very subject of the Recall.

B i reason | am writing you is because | can’t believe that the leadership of a respected
company such as Hyundai corporation would approve of this conduct and fail to honor a Manufacturer’s
Recall. | am writing you in good faith with the hope this can be resolved without any complaints to
government entities and others.

| would appreciate your consideration of this matter and look forward to your response.

Sincerely,
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@D HYUNDAI Hyundai Motor America Hyundsi Campaign Number: 966

P0.Bux 20839
Fountain Valley, CA 92728-9937

IMPORTANT SERVICE CAMPAIGN

e Mo ntormne

Tl ie on aoorient Manwestures's Servics Sampalan.

» Please contact your nearest Hyundai dealer to schedule this procedure.

« The service camipaign will ba performed on your vehicle at NO CHARGE to you.

« To locate your nearest Hyundai dealer and schedule your appointment please visit:
v HyundaltJSa . com/Campaign!

This notice applies to your Hyundai, ViN: KMBJTCAFXFIIL
o=

Hyundai is conducting a service campalgn to enhance the knock sensor software to detect abnormal engine bearing noise before
potentially severs &nﬁi?&:ﬂ!ﬂ'ﬁg& occurs on certain 2014 - 2016 Elantra, 2014 Elantra Coupe, 2011 - 2012 Santa Fe, 2011 - 2015 Sonata
Hybric, 2010{-2015 Tucsanyand 2012 - 2017 Veloster vehicles. Our records indicate that your vehicle s affected by this campaigr.
What is the purpose of this service campaign?

if abnormal engine bearing noise is detected, the Malfunction Indicator Lamp (MIL) will blink continuously, and the vehicle will be placed
in Engine Protection Mode allowing the customer to drive to the nearest Hyundai dealer for diagnosis and repair. In addition, DTC P132600
will be racorded in the ECM. The vehicle can continue to be operated for a limited time in Engine Protection Mode, but it will accelerate
slower and have a reduced maximum speed. Engine RPMs will be limited to approximately 1800 -2000 RPM.

Yhat will Hyundai do?
Your Hyundai dealer wiil perform a software ypdate of the Electronic Control Module (ECM) to improve the Knock Sensor Detection
System (KSDS) logic. This procedure will be performed at NO CHARGE to you.

Vihat should you da?
Please contact your nearest Hyundai dealer to schedule this procedure by visiting
vrww. HyundaiUSA.com/us/en/dealer-locator or calling 1-855-371-9460.

The actual time required to perform this procedure on your vehicle will take less than one hour, however your vehicle may be needed
tonger; therefore, we recommend scheduling a service appointment to minimize incanvenience.

If you have other questions
if you f_‘aquire further assistance, you may contact the Hyundai Custormer Care Center at 1-855-371-0460.

Thank you for your attention to this important safety matter. We apologize for any inconvenience this may have caused you.

Hyundai Motor America

Importanta Campafis de Servicio por Motivos de Seguridad — 5i iene pregunias llama 1-800-633-5151 y oprima “&"
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B bcing duly sworn, hereby deposes and says as follows:

1. 1am a friend offj - | have known her since 2013. | currently live with | -t
I i~ Uniontovin, PA.

2. I remember wher{ purchased her 2015 Hyundai Tucson in December 2014 from Auto
Land Hyundai in Uniontown. She was very excited to purchase this vehicle.

3. I is disabled and asked me to maintain the vehicle for her, which I did. The Tucson was a
low-maintenance vehicle until last year. It did not have any major problems. The oil light never came
on. The engine light never came on. The only wamning light that ever came on was for low air pressure
in the tires.

4. In maintaining the Tucson, | changed the oil about twice a year, changed the brakes when needed,
and replaced the tires when needed. | do not remember exact dates, but | do remember that the last
time | changed the oil was in the fall of 2021.

5. 1 do not have oil receipts or receipts for any of the expenses incurred in maintaining the car because |
pay cash for all of my purchases. | do not have a credit card.

6. In late October 2021 N informed me that the Tucson was making a terrible engine noise
and she was afraid to drive it. | listened to it and heard a bad knocking sound. We agreed that the car
had to be returned to the dealer. The dealership was backed up and did not want it right away. As
requested, the vehicle was delivered to Auto Land Hyundai of Uniontown on November 18, 2021.

| declare under penalty of perjury that the foregoing is true and correct to the best of my knowledge,
information, and belief.

My Commission Expires
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Ace Quick Lube-UN R <
10 Work Parkway e e 6 ( INVOICE
UNIONTOWN, PA 15401 o
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" LICENSE | YEAR |  MAKE MODEL | - ™. ENGINE 'MILEAGE | DATE.. | TIME -
[ 2015 |Hyundai . |Tucson 9 4c2f [ | 3308 |30t | 1229P
VEHICLE MAINTENANCE SCHEDULE = SERVICES COMPLETED !
RECOMMENDED SERVICE __|DATEDUE | MILEAGE DUE-| | service 34.99'
Autornatic Transaxle T __leveryB0000 -| 4.2-PZ5W20BK (Conventional Oi) g
| Engine oir* 6 months | every 3750 g g.u.Pza? Oil Filter
Rear Differential every 75000 Air Filter Service .
Transfer Case every 75000 1.0 - PZAS79 Air Filter 16.99,
| il We Thank you for your business, and look forward to seeing
' you on your next oil change. Have a great day...
 GHECKLIST ITEM CHSCESE gTaTUS
Lubrication Points "
Transmission
Front Differential
Rear Differentiai
Trapsfer Case .
AirFilter - eplaced.
Breather Not Applic.
Pov _ Nat Applic,
WigerBladas .= _ Checked "
Brake Fluid Not Applic/iNot
Power Stasring Fluid Checkad
Battery algl Free
Radiator Fluid ecked
Belts And Hoses Checked :
Exhaust Inspection Completed
Wash Windows mplete
Wasgher Fluid ol
Fror Tiros Shocked savirm
Engine Fiush BA
sl :
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E wooe Aon L AT T R W ke liekgd
i
lJ. _ii"-’.
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1-3RE a
gumg len i SUBTOTAL 'k §1.68
MANAGER:| Kevin UPPER TECH] Brady _ ‘ﬁ orer] 18 - Foshin 3)\12
COURTESY: | Danlel LowER TECHPAntory ™| 1 — A
SERVICE REMARNS 1 TOTAL ° s el SEAD
| AMOUNT TENDERED (Visa) % '85.10
CHANGE 00
A RETURN FOR SERVICE
Any Glaims For Faulty Workmanship tiust Be Presented To The Store Manager Before =R =
Any Refunds Or Reimbursement Will Be Honored DO NOT Have Any Work Performed i ~ov
On Your Vehicle Without Cantacing The Store Manager First if Reimbursement e
Is Expected
L Signature: J






