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tJ, 

January 6, 2023 

Administrator 
National Highway Traffic Safety Administration 
1200 New Jersey Avenue, SE 
Washington, DC 20590 

Subject: Complaint against Kyundai 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. I had no warning of this. No malfunction warning 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, I received a letter from Hyundai Motor America stating that there was an 

''Important Manufacturer's Service Campaign11 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 I was facing. The letter stated that I should contact the 

nearest Hyundai dealer and the problem would be fixed at "NO CHARGE to you." 

On November 18, 2021, I took my Tucson to the dealership in Uniontown, PA wihere I 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 March 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 ac,cusation that I had failed 

to change the oil in the car. This accusation was and is not true. 

I explained to the dealership that I regularly changed the oil in the car and neve,r had any problems or 

even a warning light saying low oil. In response, the dealership stated that I needed to provide "oil 
receipts." I replied that, to save money, my friend and I changed the oil ourselves and did we not save 

receipts of buying oil. The only "oil receipt" I had was dated March 23, 2019 when my friend was sick 

and I 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. 



I could not believe that a major car company such as Hyundai would not honor a Reta II based on the 

exact engine problem that the Recall was intended to tover. 

on March 28, 202'2, I 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, 1 called Hyundai arid finally was connected to a company representative. fhe 

representalive informed me over the telephone that my cat would not be repaired under the Recall 

because I could not produce "oil receipts." 

The representat ive disregarded my letter and the evidence I had presented {including an affidavit) 
showing that there was no maintenance neglect and that I 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. 

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

Enclosed 3/28/2022 letter to Hyundai Motor America 



March 28; 2022 

Vla Certified Mail 

Mr. Jose Munoz 
President/CEO 
Hyundai Motor America 
10550 Talbert AventJe 
i=ountain Valley, CA 92708 

Subject: Hoi'lol'lng Manufacturer's Recall and Warranty 

Pardon the inttwuption, but I am contacting you to detennine whether Hyundai Motor America will 
honor your Manufacturer's Recall and Warranty that a local Hyundai dealer is refusing to honor. As 
explained below, after four months of waiting for my car to be fixed, I now am being blamed for an 

engine failure that is the subject Hyundai's Manufacturer's Recall. 

I am a disabled sifi1gle mother. I own a 2015 Hyundai Tucson. I purchased the vehicle new from a 
Hyundai dealership ln Uniontown, PA on December 2.3, 2014. The dealership is Auto Land Hyundai of 
Uniontown. When I purchased the vehicle, I also purchased the Hyundai Protection Plan, Platinum 
Coverage, 10 years or 100,000 miles with no deductible. (See attachment 1). 

Until October 2021, I did not have any major trouble with the vehicle. l use the car mostty for local 
travel and have not put many miles on it. From 2015 through 2021, I averaged approximately 7,175 
miles a year, for a total of 50,234 miles. UntH late October 2021, the main expenses I incurred for the 
Tucson were routine maintenance-oil changes, brakes, and tlres. 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, I noticed a loud knocking 
noise coming from the car's engine. The sound was banging and knocking and seemed to get worse 
every time I stepped on the gas pedal. The sound was di!.turbing and seemed serious. I Well> worried 
that the car was not going to make it:to my home. Fortunately, I made it home safely, parked the car, 

and tried to figure out what to do. 

On or about November 2, 2021, I called the dealership where I purchased the vehicle, Auto Land 
Hyundai of Uniontown. I 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, I 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 Reca 11s relating to engine problems. A day or two later, I received a letter from Hyundai Motor 
America stating the there wa.s an "Important Manufacturer1s Ser"Vice 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.n The letter 



Unfontown, P 
stated that I should contact the nearest Hyundai dealer and the problem would be fixed at "NO CHARGE 
to you.H (See attachment 2). 

On November 18, 2021, I took my Tucson to Hyundai of Uniontown. I 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, I started calling the dealership about once a month to determine 
the status. I 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 I needed to produce "oil receipts" showing when I changed the oil 
in the car. I explained to Mr. King that we change the oil in the car ourselves and that, as a 
consequence, 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, I contacted Hyundai's consumer affairs on March 4 and irnformed 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 t reatment 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. I did not receive any such call. 

On March 18, 2022, I 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, I was told by Mr. King for the first time on March 18, 
(exactly 4 months after I had brought the car to the dealership on November 18}, that the request to 
replace my engine had been denied. I was shocked. I was told that it was denied because I 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 I was told by Mr. King on March 
9 that my engine repair was being denied due to lack of maintenance records. That is not correct . It 
was not until I personally visited the dealership on March 18 that I 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 [S0,240t and this "evi dence of neglect 
can be seen in the photo of the valve train that was provided.R According to Mr. King, the photo 
allegedly showed "sludge" in the engine of the Tucson and I 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 I do not have years of oil receipts does not prove maintenance negtect. I am- old 
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. I have attached a swom Affidavit from --showing that there 



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

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. 

- • the reason I am writing you is because I 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. I am writing you in good faith with the hope this can be resolved without any complaints to 
government entities and others. 

I would appreciate your consideration of this matter and look forward to your response. 
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<Ef;HYUnDAI 
VEHICLE SERVICE CONTRACT 

CUSTOMER INFORMATION CONTRACT NUMBER: -
Ol>-Or,;llr,... 

Slala 2JI> 

811111 

COVERED VEHICU: INFORMAJlON 

-2015 HYUNDAI -rucsoN =-= 24,180.00 
VIN KM8JTCAFXI 59 
SEWNG DEALER fNFORMATION .... 

AUTO LANO HYUNDAI OF UNIONTOWN r••- HYUPA058 - (724) 437-999~ - 25 EAST FAYETTE STREET 1car UNIONTOWN , .. PA '5' 15401 

- RsscmZENS ,- _, __ - - 8V 
WARWICK RI 02886 

SERVICE CONTRACT INFORMATION 
TI:RM/MILEAGE., llnobuo<lsdltcll9d10'tld!OO.OOO.._.,..,_ilA'IJ. COVERAGE.,irnooaxlSc,--,,..__,.,.~ 

1 Y-'12,000 Milu D 6 v.,1110.000 Mia D Pt.ATINUM [ZJ GOLD D 2 Year/24,000 Milas D 6 Yecd75.000 Miles D 
3 Y.ar/36,000 Mllvs D 6 V../100.000 MIies D POWERTRAINc=i 
4 YMT/48,~ Miles D 7 YearftS,000 Mia I I 

4 V..,/80,000 Mffl o . 7 Yttar/100,000 Mlln • OEDUC'nBLE., 11, .. ,llc1s clleckad Stoo cle<fllCdble w11apply. 

D --5 Ynr/80,000 MHn 8 Year/85,00() MDes LJ so S50t SH)() 
5 Yfl11tn1i,OOO Miles D 10 Year/100,000 Miles (&] [XI D D 
5 Yeatt/100,000Miles D 

See "'Serw:9ComiaetF'fflocr todelen'nlml caplfatlon dilU: and miles. -iw,wa> i, AISl'IIIAS AA£ MM>e 1/J SEUINO Ol!AIJ!II. 

-Conltw:il'ultt-.llft ,-()Qnht:t~Pr1Clo S.S11Pt~~ lbblfl'IM:!1u9Price 

De(;embef23, 2014 2,780.00 
TlfE P\IRCKASE OF llUS S!RVICE CONTRACT IS VOt.Ul'fWrf Nm IS NOTREQU1R£0 IN ORDER TO 08TAIN P'INAN'CIHG Oil TO PURCHAScllfS 

COVl!RED \IEHICUa. lTHAS A ST.ANl>AfU)S100 DEOucnBU! ISEESECT10NV1151J l1Hl.ESS OTMIRWISE NOTm ABOVI! AND YOU AAE REOUIRl!'.D lO 
0-stAJN AuntoRWmOH PRIOR TO BE!llHHING A'tfY REPAIRS COVl:RSl 8 YTl-llS SERVICE C0~ACT EXCEPT 11$ NOTED IN tt 01" nlE "HOW TO 

MAK~ A ot.AJ.-.,• SECTION. THIS :SESVlCE CONT'IW:rr l:J SUB.!E.O'r TO 'TME "ARlllmATION9 SECTION CONTAINED HERE:H UNLESS O'llfERWISE 
ldODll'lcD SY STllJ'I I.AW. 

w"°""'t<OTONf\C:OD=Qtur. c:oy~u;::s::::... TOUa:s>-.qjli TOU--'101~---0fllllll-~ 
tilled: WHATllllS Si.<MC1:COHTRACT CX>V:nS. ~~PERIOD, \IEHC'..E COllalS) PARTS. EXCl.USlOHS FROM COVERAGE. 
HOW TO MAl<EAC1AIM. YOIJfl ReSPONSIBD.mES. c:::,;:;Tl3l.EIIHD lNXJYERED COSTS. CANCB..LJ010N, .alJ IMPtJS>WAARANTY. 

E THJS S£RVICE CONTRACT FOR THE CHARGE SHOWN ASOVI:. 

_________ 
01111 

December 23, 2014 

----------,<---------------OD December23, 2014 

&oaigOllln...,_. _______________________ 01111 OecembeJ 23. 201◄ 

OPTIONAL PRE-PAID MAINTENANCE INFORMATION 
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0 4 Vears/80,000 Miles 0 Non-TIA'bo (7,500 mile int~ 

IMllot-.OIO~--Ol,lcnl~.....__,~llsllJa~~--~P<oltdlaa---COnltad.l_,,_ IMl&•a.-:tloffle-AAi31JIWlON" ______ be~loa-llw.111'rnsCl11Celdon r. 
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H\'\ISC 
IZXMUII 
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H!Jundai Motor America 
P.O.. BOX 20839 
FOi.111taln Valley, CA 9'"2n5'-'ffi7 

Hyundai Campaign Number: 966 

r-- .,_ .. _ _c~~- -- - - -- ~.- - , , - -- • - -- - _,. - -,..C:----c;,- - .~__.. -- -] 

IMPORTANT SERVICE CAMPAIGN 
En~Jllle Monitoring Logic 

~-C"I' .. ~ - - _c• ~- ------- • _c __ __.._ ~- -'------=~.,.;,,,. ._,,...,...._._ ---'-=-- - ••- ""'.~~-- - .~..:.,,_ _ ..(!'=,;,--.. • 

Dea 

• Please. contcict your nearest Hyundai dealer to schedule this procedure. 

• The service campaign will be r:rerlomred on your vehicle at NO CHARGE to you. 
• To locate your hearest Hyt.ihdai dealer and schedule your appointment please visit· 

www.~ndat1J-SA..com/Cflm~J9n9f1G 

This notice applies to vourHvundai, VIN: KM&JTCA~ 

Hyunqai 'is conducting a service campaign to enhance the knock sensor software to detect abnormai engine bearing. r'l6ise before 

potentially severe en~ine-,dam~ge occurs on certain 2014 - 2016 Elantra, 2014 Elantra Coupe, 2011 - 2012 Santa Fe, 2-011 - 2015 Sonata 

Hy~ri~, 2oic(-20,1s -r:~cson.4~md 20]2-3_017Vel~$t_!! ~h~C!_e.s. Ou~.ecord~ Jndicat~ tha'!~~ v~'!!~e~_?-~Y-~~is ~~_e.a!~·-- __ . -· __ . 
, , ,.___ -· 

What is the p--urpose of this service Gampaign? 
If ~bnorrhal engine bearing noise is detected, the Malfunction lnelic.itor Lamp (MIL) will bltnk continuou~IY; and the vehicle wlll be placed 

In Engine Protection Mode allowing the customer to drive to the nearest Hyundai dea~ tor diagnosls and repair. In addition, OTC P132600 
will be recorded in the ECM. The vehicle can continue to be operated for a limited tirtte in Engine Protection Mode, but it wHI acoelerete 

slolf18r and have a reduced mal<imurn speed. Engine RPMs will be limited to approximatel.y 1800 - 2000 RPM. 

W 1het will Hvundel do? 

Your f-ivun_tjaJ dealer wm perform a software update of the Electronic· Con.tr0I Module (ECM) to imp.--ove the Knock Sensor. Detection 

SVSti!l'I'! (KSDS) logi~. This procedure will be perf-onned at NO CHAR.GE to \it>U. 

wnat should you do? 
I 

Pleas~ contact your pearest Hyundai dealer to schedule this procedure byvi.sittng 
www.HyundaiUSA.to m/U!Ven/deaJer-tocator or calling 1~85&-371--9460. 
The actual time required to perform thls procedure on your vehicle wlll take less than one. hour. however your vehicle may be needed 

tonger; therefore,, we re,commend scheduling a service appointment to minimize inconvenience. 

tf you have other questions 
If you r~quire further assistan:ce, YoU may contact the Hyundai Customer Care Center al 1-855=371=9460. 

Thank vou fo:r Your attention to this Important safety matter. We apologlm for any inconvenience this may have ca used you. 

Hyundai Motor America 

lmport.Jnte CnmparadeSeNicio porUotivos<J.Ses,urldltd- Si tHmePf89VntaB llatn111-800---633~51 yoprima •s• 
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AFR0AVrTOF 

, being duly sworn, hereby deposes and says as follows: 

L I am a friend o- I have known her since 2013. I currently live with - at 

in Uniontown, PA. 

2. I remember whe,_ purchased her 2015 Hyundai Tucson in December 2014 from Auto 
Land Hyundai in Uniontown. She ~s very excited to purchase this vehicle. 

3. - is disabled and asked me to maintain the vehicie for her, which I did. The Tucson was a 
low-maintenance vehicle unt:11 last year. It did not have any major problems. The oil light never came 
on. The engine fight never came on. The only warning light that ever came on was for low air pressure 
in the tires. 

4. Jn maintaining the Tucson, I changed the oil about twice a year, changed the brakes when needed, 
and replaced the tires when needed. I do not remember exact dates, but I do remember that the last 

time I changed the oil was in the fall of 2021. 

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

6. In late October 2021- informed me that the Tucson was making a terrible engine noise 

and she was afraid to drive it. I listened to ft and heard a bad knockfr1g 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. 

I de dare 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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LICE'HS'E 'VeAA MAK& MOD!l. • ._,,.,, •· ENGINE MJl:..EAGE • DATE. - - TIME __ --. 

- . 

1015 H)'undru .• • 'tllCSOll IE-9 4-c 21 Fi ff] :33408 3/2312019 ~2:29 P 

VEHiCLE MAINTe.NAN.CE. SCHEJULE ~ - . ScRVICd CONIPL.ETa1· 

Automatic TolTismde 
Engine Oir 
Rear Offferentlal 
Transfer Case 

CHECKLIST fmM Cf~stlSTATUS 
J-==:al=ub:=n~' c=:ati;:=_o_n~P,..,oi"""'n'Fts=~ ----=1=, 

Tnmsm~ssron 
Front Diffemltial 
Re·ar Dlfrerentlal 
T(s.,!lSfer 98$e 
Aif 'Filter · 
Breather 
Pcv 
VI/JP..dl~... __ . 
Brake Auld 
Power Steerlrig Fluid 
Battery 
Ra4iatQr f-lytd 
B~lts And Hose-s 
Exhaust lnapeotion 
Wash Wlndows 
Washer Fluid 
Reeriires 
Front Tire.e. 
Engine flush. 

l '="-~•:· 
• .-ir♦.s 

' 

! Full Service. 
4.2 - PZ5MOBK (CbnverttiOnal Oil) 

: 1.0 - ~; Oil Filter 
Air Filter Service 
1.0- PZA5'19 Air Filter 

i We Thank you for your business, and look t'oFWatd to sei:!iftg 
you on your next oil chan-ge. Have a great day •.. 

i., · ,•.:4 C:!J .::i,-9uJ,;· H 1 •• • ·• •:=• , ... 
• _. . t!! .\Onapt"J.•:~i_.t l~l: " .... I~ '! .-.. f ... • ,,r••;;,,t.~ 

I \f1l ~ L · · 

::~ 
~i u.:n~ n,' i tw l SUBTOTAl 

t-::-::=-'.":"'.'.:=:-r-:-:---:--= ~,=--- -½----:--er---i-----1 : .5 .. :,·: _ .... 
(' ; t:!. 

i-MANA _ ___ Sl_ER:_- ➔·- -:-K_ev-ir.-==t=U=P_PER_t_TECK--+.;,...S...,.r.i.,;;;dy:.;._..:._...,,.~;::.._ .J...,:..OPER::...:· :...:4,.....;1:::5......J- TAX 
COURTESY: Danlel LOWER rceH :lln~~ ·-= mt 1 - •• .a:-t• 

16.99 1 

51.98 

r-------=-~::.:RV..:..::..:.:lc:.::E~RE=wt=-=· :.::M<:..::s:.._ ____ -.:..J . TOTAL • .;; - . - ·_i- ::._:":_ • !( ~ 5s_:,10 
.. +---==---~=~-.-=----....::-;_:__.;=....;.;.....:-::..· -=~H-':_../ ! 

AMOYNT TENOcRED (Visa) ' . _ • ·-: '. · • 1 
• • 55. 10 ' 

CHANGE .00 

RE'l'\JRN FOR SERVICE 

My Clai!1\$ Rlt FilUII)' Woi1«nanthlp ~ Be Presented To TIie ~ Manager Betore 
MY Refunds Or 1«iirn'bumlment WIR Be Hol'IO!ed DO NOT Ha~Any W011t Pedomled 
on-YourVellk:leWllhwtcontadlngllaeS!are Mana,ip,rFut;tlfReiml:lun;amenf f----------- - ---- -.'1-="~-c!..•-...!.• _ _...j 
1$ Expected •. 

Signature: 




