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INFORMATION REDACTED PURSUANT TO THE FREEDOM OF INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6) \

REQUEST FOR GOODWILL ASSISTANCE AND FORMAL CASE REVIEW

Vehicle: 2018 Kia Optima 2.0L Turbo VIN

To Whom It May Concern:

| amrespectfully requesting goodwill assistance and a formal review of the catastrophic
engine failure of my 2018 Kia Optima 2.0L Turbo.

I currently owe approximately $10,000 on this vehicle and am unable to afford the cost of a
complete engine replacement. | am seeking Kia’s assistance and consideration based
upon the vehicle’s history of engine-related concerns, significant repairexpenses, and the
recent diagnosis of catastrophic engine failure.

Over time, the vehicle has experienced a number of serious drivability and engine-related
issues, including:

* Loss of power while driving ® Battery warning light itlumination  Loss of steering assist
during failure * Engine knocking ® Sluggish and vibrating engine performance «
Turbocharger-related failure and replacement ® Ignition component replacement ¢
Ongoing engine performance concerns

In an effort to properly maintain and repair the vehicle, | incurred substantial repair
expenses, including:

* Approximately $3,959.00 for turbo assembly replacement and related repairs ®
Approximately $3,149.02 for additional major repairs and services

Intotal, | have invested more than $7,000 in repairs within the last year in an effortto
maintain this vehicle and address ongoing performance concerns.

Despite these significant repairs and maintenance efforts, the vehicle has now suffered
catastrophic engine failure.

During Kia's recent inspection, the technician verified engine knocking, poor engine
performance, and catastrophic internal engine damage. According to the inspection
findings, Cylinder No. 2 contains a damaged valve resulting in loss of compression and the
recommendation for complete engine replacement.

While | understand that the bearing clearance test associated with the warranty extension
did not exceed specifications, | respectfully request that Kia conduct a broader review of
my vehicle’s repair history and engine failure. Given the documented history of engine-
related concerns, turbocharger replacement, drivability issues, and catastrophic engine
damage, | believe additional consideration is warranted.

I am especially concerned that the vehicle experienced a loss of power while being driven,
creating a potential safety concern for myself and others on the roadway.


jessica.butterfield
FOIA 1


Palm Beach Gardens. FL

May 30. 2026

Kia America, Inc.

Consumer Assistance Center
P.O. Box 52410

Irvine, CA 92619-2410

Subject: Request for Goodwill Assistance and Formal Case Review

Vehicle:2018 Kia Optima 2.01. Turbo

vin:

To Whom It May Concern,

[ am respectfully requesting goodwill assistance and a formal review of the catastrophic engine
failure in my 2018 Kia Optima 2.0L Turbo.

[ currently owe approximately $10,000 on this vehicle and am unable to afford the cost of a
complete engine replacement. | am requesting Kia’s consideration and assistance based on the
vehicle’s history of engine-related concerns, significant repair expenses, and the recent diagnosis
of catastrophic engine failure.

Over time, the vehicle has experienced several serious drivability and engine-related issues.
including:

¢ Loss of power while driving

e Battery warning light illumination

« Loss of steering assist during failure

e Engine knocking

o Sluggish and vibrating engine performance
e Turbocharger failure and replacement

e Ignition component replacement

» Ongoing engine performance concerns

In an effort to properly maintain the vehicle, I have incurred substantial repair expenses.
including:




» Approximately $3,959.00 for turbo assembly replacement and related repairs
o Approximately $3,149.02 for additional major repairs and services

In total, I have invested more than $7,000 in repairs within the last year in an effort to maintain
this vehicle and address ongoing performance concerns.

Despite these efforts, the vehicle has now suffered catastrophic engine failure. During Kia’s
recent inspection, the technician confirmed engine knocking, poor performance, and internal
engine damage. The report indicates that Cylinder No. 2 has a damaged valve resulting in loss of
compression, with a recommendation for complete engine replacement.

While I understand that the bearing clearance test associated with the warranty extension did not
exceed specifications, I respectfully request that Kia conduct a broader review of the vehicle’s
full repair and failure history. Given the documented issues, turbocharger replacement,
drivability concerns, and current engine condition, I believe additional consideration is
warranted.

['am especially concerned that the vehicle experienced a loss of power while in motion, creating
a potential safety risk for myself and others on the roadway.

As a customer who has invested significant resources into maintaining this vehicle, I am
respectfully requesting a fair review of my situation and any assistance Kia may be able to
provide.

Accordingly, I respectfully request:

» Goodwill assistance toward engine replacement or repair

» Review by a Regional or District Case Manager

» Consideration of any applicable warranty extensions, service campaigns, recalls,
settlements, or special policy adjustments

» Any available customer assistance program that may help resolve this matter

[ have made every reasonable effort to maintain and repair this vehicle and respectfully ask Kia
to partner with me in finding a fair and reasonable resolution.

Thank you for your time and consideration. I look forward to your response and remain hopeful
that a mutually satisfactory resolution can be reached.
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BUS : SERVICE ADVISOR: 1450363 NICHOLAS KELLIER
coll VIN LICENSE MILEAGE IN / OUT TAG
18 | KTA OPTIMA 146546/146546 [T6024
DEL. DATE [PROD. DATE| WARR. EXP. PROMIS : RATE PAYMENT INV. DATE
17JAN18 DI 17JAN2023 17:00 04MAY26 CASH 16MAY26
R.0. OPENED READY OPTIONS: SOLD-S8STK:JG231276
09:17 04MAY26 09:24 16MAY26
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A Northlake Kia will provide a copy and review your
Multi-Inspection Checklist
MPI Northlake Kia will provide a copy and
review your Multi-Inspection Checklist
1450278 GUNNELLS,RICHARD LIC#: 1450278
ISPK (N/C)
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE A: 0.00
e de de de gk e s e ke v v e ok o g gk s e gk sk o ok e ok ok S o ok ke e ok ok o o ok ok ok ok o ok e ok ok ok ok R ke ok ok ok ok ok
B CUSTOMER STATES ENGINE IS KNOCKING. PLEASE CHECK AND ADVISE
DIAG PERFORM INITIAL DIAGNOSIS OF STATED ISSUE
1450278 GUNNELLS,RICHARD LIC#: 1450278
CK 230.00 230.00
PARTS: 0.00 LABOR: 2@0.00 ODPHBERY ™ 0.00s8EOTAL: LINE B: 230.00
ENGINE IS KNOCKING DUE TO BURNT EXHAUST VALVE, RECONMEND R&R ENGINE
ASSEMBLY g 4
****************** ,*********************************
C SC205 ECM LOGIC UPDATE VESC] i’ e
CAUSE: 1
NWP NO WORK PERFORMED
99 GENERIC TECH LIC#: 99
ISPK (N/C)
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE C: 0.00
KT I IR AT RAAE AT AII AR A AT AR A AR AN AN R AR A A AR AR AR R AR AR XA KK,
D EMERGENCY TRUNK LATCH RELEASE
NWP NO WORK PERFORMED
99 GENERIC TECH LIC#: 99
ISPK (N/C)
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE D: 0.00
B o O B
O AOREENENL Cistomen The Soscdear a7 Sadlar latad 10 the-Sorstin 57 e Cuele Shai bt |——DESCRIPTION TOT
settled by binding argxuauon in accordance with the "Supplementary Procedures For Consumer-Related | LABOR AMOUNT

DIS utes” rules of the American Arbitration Association then in effect, such arbitration shall be held in Florida,

judgement upon reward rendered by the Arbitrator(s) may be antered by any court having 1unsdxct|on PARTS AMOUNT
thereof Notwithstanding the absence of a customer signature hereto, acceptance of, or payment for, the goods
and services itemized above consmutes express consent to this avatrat ion provision and its terms. Avbmabxhty GAS, OIL, LUBE

t i h rbitr. r nl

to be decided by the arbitrator(s) only. SUBLET AMOUNT
*SHOP SUPPLY COSTS: We have added a charge equal to 10% of the total cost of labor and parts, not to exceed $75, to =

the Repair Order. This charge represents costs and profits to the motor vehicle repair facility for miscellaneous shop supplies or | MISC. CHARGES

waste disposal. F.S. 403.718 mandates a $1.00 fee for each new tire sold in the State of Florida. F.S. 403.7185 mandates a

$1.50 fee for each new or remanufactured battery sold in the State of Florida. TOTAL CHARGES

By signing below, you acknowledge that you were notified of and authorized the Dealership to perform the services/repairs| LESS INSURANCE
itemized in this Invoice and that you received (or had the opportunity to inspect) any replaced parts as requested by you. The -
vehicle ing return in exchange for r ment of the Amoun SALES TAX

DATE CUSTOMER SIGNATURE AUTHORIZED DEALERSHIP REPRESENTATIVE SIGNATURE PLEASE PAY
THIS AMOUNT

Section 501.98, Florida Statutes, requires that, at least 30 days before bringing any claim against a motor vehicle dealer for an unfair or deceptive trade
practice, a consumer must provide the dealer with a written demand letter stating the name, address, and telephone number of the consumer; the name
and address of the dealer; a description of the facts that serve as the basis for the claim; the amount of damages; and copies of any documents in the
possession of the consumer which relate to the claim. Such notice must be delivered by the United States Postal Service or by a nationally recognized

carrier, return receipt requested, to the address where the subject vehicle was purchased or leased or where the subject transaction occurred, or an
address at which the dealer regularly conducts business.

Customer X Customer X

s 2o ) ALL PARTS ARE NEW UNLESS OTHERWISE INDICATED.




NAPLETON NORTHLAKE KIA

3626 Northlake Boulevard
Palm Beach Gardens, FL 33403

* INVOICE* Main: (561) 429-2061
m Fax: (561) 429-2081 Kl/'

www.northlakekia.com

CUSTOMER #:

WEST PALM ‘ PAGE 2
HOME Florida Registration Number: MV# 82588 VF# 1024070
BUS : SERVICE ADVISOR: 1450363 NICHOLAS KELLLE
COLOR Y - VIN LICENSE MILEAGE IN / OUT TAG
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17JAN18 DL 17JAN2023 17:00 04MAY26 CASH 16MAY26
R.0. OPENED READY OPTIONS: SOLD-STK: JG231276

09:17 04MAY26 [09:24 16MAY26
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
THANK YOU FOR DOING BUSINESS WITH US. YOUR
COMPLETE SATISFACTION IS IMPORTANT TO US.
© IF YOU HAVE ANY QUESTIONS OR CONCERNS
REGARDING YOUR SERVICE VISIT, PLEASE CONTACT
OUR SERVICE MANAGER AT 561.429.2061.

ARBITRATION AGREEMENT: Customer and the dealer agree that all claims, disputes, or controversies of every
Tind or nature that may anse between the customer an% dealer related to the servicing of the vehicle shall b; DESCRIPTION L) L
settled by binding arbitration in accordance with the "Supplementary Procedures For Consumer-Related | LABOR AMOUNT
Disputes” rules of the American Arbitration Association then in effect, such arbitration shall be held in_ Florida,
and judgement upon reward rendered by the Arbitrator(s) may be entered by any court having jurisdiction PARTS AMOUNT
thereof. Notwithszandmg the absence of a customer signature hereto, acceptance of, or payment for, the goods

N
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and sedrv\cesd‘ztgmnﬁed ab_ove c(or;sl»(luxes express consent to this arbitration provision and its terms. ‘Arbitrability | GAS, OIL, LUBE 0.00
to be decide the arbitrator(s) only.

: y SUBLET AMOUNT | 0.00

*SHOP SUPPLY COSTS: We have added a charge equal to 10% of the total cost of labor and parts, not to exceed $75, to = N
the Repair Order. This charge represents costs and profits to the motor vehicle repair facility for miscellaneous shop supplies or MISC. CHARGES l 23.00
waste disposal. F.S. 403.718 mandates a $1 ' 00 fee for each new tire sold in the State of Florida. F.S. 403.7185 mandates 3 | +oTp RG ] 253.00
§1.50 fee for each new or remanufactured battery sold in the State of Florida. OTAL CHARGES 235.VU0
N B ([~ | NN
8y signing below, you acknowledge that you were notified of and authorized the Dealership 10 perform the services/repairs LESS INSURANCE | 0.00
itemized in this Invoice and that you received (or had the opportunity to inspect) any replaced parts as requested by you The ALES TA A= 71
vehicle is being ret rmed to you in exchange for your payment of the Amount Due SALES TAX - ! o v .

T CUSTOMER SIGNATURE AUTHORIZED DEALERSHIP REPRESENTATIVE SIGNATURE PLEASE PAY

THIS AMOUNT 270 .7%

Section 501.98, Florida Statutes, requires that, at least 30 days before bringing any claim against a motor vehicle dealer for an unfair or deceptive trade
practice, a consumer must provide the dealer with a written demand letter stating the name, address, and telephone number of the consumer; the name
and address of the dealer; a description of the facts that serve as the basis for the claim; the amount of damages; and copies of any documents in the
possession of the consumer which relate to the claim. Such notice must be delivered by the United States Postal Service or by a nationally recognized
carrier, return receipt requested, to the address where the subject vehicle was purchased or leased or where the subject transaction occurred, or an
address at which the dealer regularly conducts business.

Customer X B __ Customer X J——
ALL PARTS ARE NEW UNLESS OTHERWISE INDICATED.
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5/16/26, 416 PM

-

5/16/26,1:16 PM

Multi-Point Inspection Results
Saturday, May 16, 2026 09:26 AM
RO

RO Open Date: 2026-05-04 06:17:57

Kia
2018 Optima

Mileage: 146546
Tag#T6024

CAR INFORMATION

Print

SERVICE ADVISOR INFO

Nicholas Kellier
(561) 956-2851
TECHNICIAN
RICHARD GUNNELLS

*The estimate amounts shown for each recommendation do not include taxes.

ORIGINAL CUSTOMER REQUESTS
RECOMMENDATIONS

p o e —
H

o CUSTOMER STATES ENGINE IS
‘ KNOCKING. PLEASE CHECK AND ADVISE

|

; Internal engine failure- valve damage - R&R engine

Lo —— - — .

OTHER

' review your Multi-Inspection Checklist
‘ ﬁ SC205 ECM LOGIC UPDATE (VESC)

g fm EMERGENCY TRUNK LATCH RELEASE
L.

3 Needs Immediate Attention
GENERAL

| @B Front Wiper Blade
;o ront Wiper Blades

i .REPLACE WIPER BLADES

I

"UNDER VEHICLE

3 o Suspension Components
Replace Both Sway Bar Links

CUSTOM RECOMMENDATION

[ o Custom Recommendation

{

1 Front passenger glass cracked -R&R glass

Northlake Kia will provide a copy and

Qriginal Approved:

Additional Estimate:

Original Approved:

Original Approved:

Original Approved:

Repair Estimate:

' Repair Estimate:

Repair Estimate:

$0.00

$59.96 |

$372.84 .

$846.01 °
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5/16/26, 4:16 PM

22 Passed Inspection

GENERAL

@ Exterior Lights

& Warning Lights

UNDER VEHICLE

& Fluid Leaks

Q Steering Components

@& Engine/Transmission Mounts
& CVBoots

Q Exhaust System Components

OTHER COMMENTS
L

" 'SUMMARY OF VISIT:
“*Misc. shop supplies only apply to Approved recommendations

3

Pre-approved amount:
Recommended amount:

*Misc. shop supplies (maximum ch
arge $54.99):

Taxes:

Total:

Total Estimate:

Print

UNDER HOOD

A3 A0Q00

Engine Air Filter

Cabin Air Filter

Battery Mountings, Terminals, and Wires
12V Battery

Engine Oil

Brake Fluid

Transmission Fluid

Coolant

Engine Heating/Cooling System Components
Air Conditioning Components

Drive Belt

BRAKES AND TIRES

Q

V]

)

v
¥
}

Front Brakes
Left Front Brake - 8mm
Right Front Brake - 8mm

Rear Brakes
Left Rear Brake - 6mm
Right Rear Brake - 6mm

Tire Tread Depth

Left Front Tire - 8/32"
Right Front Tire - 8/32"
Left Rear Tire - 6/32"
Right Rear Tire - 6/32"

Tire Wear Pattern
Wheel Alignment Check Recommended - Pass

Approved Declined
$0.00 -
$0.00 $0.00
$0.00 -
$0.00 $0.00
$0.00 $0.00

Undecided

$1,278.81 ‘

$89.52
$1.368.33

$1,368.33
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Midas Auto Service & Tires
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