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Case History Complamt o 4TR ccicianen

#** PHONE LOG 12/26/2007 09:38 AM US Mountain Standard Time TLarson
CUSTOMER ADVISED

1 THAVE BEEN TO THE DEALER 9 TIMES

21 HAVE BEEN TOLD BY THE FINANCE MGR THAT THLY HAVE SENT EVERYTHING INTO YOU
3 THAVE NOT RECEIVED A CALL BACK FROM YOUR DEPT

4 THAVE BROUGHT IT IN 9 TIMES AND I WANT THIS RESOLVED

WRITER ADVISED
I APOLOGIZED FOR THE CONCERNS
2EXPLAINED THAT [ DONT HAVE A RECORE OF YOUR CALLS TO REFER TO

3 IM NOT SURE WHAT HAS HAPPENED WITH YOUR VEHICLE
4 1T SOUNDS LIKLE YOU ARE HAVING A SERVICE PROBLEM WHY ARE YOU WORKING WITH FINANCE

CUSTOMER ADVISED

! BECAUSE [ HAVE HAD THE VEHICLE IN 9 TIMES
(CUST PASSED THE PHONE TO THE FINANCE MGR

FINANCE MGR ¢ KIA OF GASTONIA

1 1 DONT WANT 10 BE INVOLVED IN THIS
21 TOLD HER THAT WE SENT ALL WARRANTY REPAIRS TO YOU

WRITER ADVISED

1 WENEED TO WORK WITH THE SV DEPY
2IDONT HAVE RECORDS OTHER THEN WARRANT SHE IS UNDER THE IMPRESSION THAT YOU SENT IN MORFE
INFORMATION

FINANCE MGR @ NC32 ADVISED

PIWILL GET CHAD THE SVC MGR

SVC MGR CHAD ADVISED

FTHIS CUSTOMER HAS HAD PROBIEMS WITH HER VEBICLE

25HE HAD A GEAR STHFT PROBLEM ALSO A RATTLE IN THE DOOR

3 THOSE ISSUES WERE RESOULVED

4 SHITIS STILL HAVING THE OCS 1551t

5 WE SPOKL TO HHE BPSM A FLLW WELKS AGO

ONTTHAT TINILWE WLRE WATTING FOR A RUPROGI AN

TAPPARENTLY THAT WASNT GOING TO WORK SO WE ARE STILL WAITING

WRITER ADVISED

I OK TUNDERSTAND

TSI T M Y ko T ITR 4 v o etran
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Lincolnton. NC- Prod. Date:  11/3/06 Dealer; NC052 Kia of Gastonia

4 THE DPSM WILL DECIDE WHAT WE WILL DO AND HOW 1T WILL BE HANDLED
5 EDONT HAVE ANY RECORD OF THIS CUSTOMER CALLING GUR QFFICE
6 FWILL CALL THE DPSM AND | WILL GET BACK TO YQU

7 REVIEWING THE CASE HISTORY ALL 1SEE 1S THE REP.4JR FOR TIIE GEAR SHIFTER
8 WHAT HAVE YOU DONE TO ADDRESS THE OCS?

SVC MGR CHAD FRAZIER ADVISED

I WE HAVENT TRIED TO FIX IT
2 EVEN IF YOU REPLACE A COMPONENT THE REPAJR WONT FIX IT UNLESS IT HAS BEEN REPROGRAMMED

WRITER ADVISED

I OK 1 WILL SPEAK TO THE DPSM
21 WILL CALL YOU BACK

*r* PHONE L.OG 12/27/2007 03:33 PM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM BOB STRICKLEN (VOICEMAIL) -

PLEFT MESSAGE REQUESTING CALL BACK

2 PROVIDED CALL BACK INFO AND CASE NUMBER

5 CALLING TO CHECK TIHE STATUS

4 DG YOU HAVE A UPDATE AVAILABLE, CAN YOU TELL ME HOW WE ARE GOING TO HANDLE THIS CASE

FEEPHONE LOG 127282007 12:02 PM US Mauntain Standard Time TEarson Action TvpeOutuoing cal!
WRITER CALLED BPSM BOB STRICKLEN (VOICEMAIL)

PLETFT MESSAGE REQUESTING CALL BACK

2PROVIDED CALL BACK INFO AND CASE NUMBER

JCALLING TO CHECK TIH: STATUS

A DOYOU HAVE A TPDATE AVAILABEE. CAN YOU FELL M THOW WE ARF GOING TO HANDILF THIS CASE

*#* PHONE LOG 12/28/2007 12:04 PM US Mountain Standard Time TLarson Aciion Type:Gutyoing call
WRITER DISPATCIHING CASE TQ REGION

1 PLIEASE REVIEW CASE NOTES
2 CUSTOMER HAS BEEN IN 9 TIMES FOR REPATRS

3IDEALER IS WAITING FOR QCS UPRATE FROM KIA
AWAFEFINCG TO AT THMAT HPDYATE ERONE THITS IYDCA
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¥** PHONE LOG 12/28/2007 ¢1:06 PM US Mountain Standard Time TLarson Action Type:Quigoing call
WRITER CALLED CUSTOMER(VOICEMAIL)

I FHAVE BEEN UNABLE TO REACH THE DPSM

2 I WiLL BE SENDING THE CASE TO THE REGION

3 THEY WILL RESEARCH YOUR CASE AND WILL CALL YOU BACK WITH A STATUS
4 PROVIDED WRITERS CALL BACK INFO AND CASE NUMBER

*** PHONE LOG 01/07/2008 10:09 AM Eastern Daylight Time Y Epps Action Type:Outgoing call
Writer called Chad at NC052 whe stated:

1. vehicle has been in 2-3 times.

2. I need to schedule for the FI'R to come for this.

3. Will fax the ROs.

Writer stated:
1. requested repA IR orders.

2. writer will send the FTR a request after receiving the ROs,

4 NOTES 01/08/2008 03:35 PM Lastern Daylight Time YEpps Action Type:Manager review
Writer sent the FIR request.

= NOTES 0171072008 11:10 AM Fasicorn Dayhight Time YEpps Action Vvpe:iManager review
FTR scheduled to reflash the vehicle on 114,08 tn the aliermoon,

##F PHONE LOG 01/30/2008 $1:13 AM Lastern Daylight Time YEpps Action Type:Outgoing calt
Writer called customer and telt & muessage staning:

1. FTR scheduled o rupA IR chicic on 1 14408 a ipm.

2. please bring vehicle 10 NC052.

3.will send a confirmation letter,

4. contact info.

FEENOTES 017102008 11:25 AM Lastern Daylight Vime Y1pps Action Type:Manager review
Writer sent confirmation letter 10 customer.

*#¥* CASE CLOSFE OH10/2008 £1:27 AM Eastern Davlight Time YFEpps
Case closed pending FTR rep AR
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Case History Complaint . ATR A coictanne

*** PHONE LOG 07/30/2007 06:5]1 AM US Mountain Standard Time ERuiz
#¥*xCALLER STAFED***

1 AM HAVING AN ISSUE W/ THE PASSENGERS AR BAG.

1 BAD 1T IN 5 TIMES FOR SVC,

1 TALKED TO THE G/M

1 WAS ADVISED TO CALL YOU.

I WANT THE CAR FIX.

I HAD A DEFECTIVE CAR SINCE | HAD IT.

I LOVE MY CAR. BUT I EITHER GET JT FIX OR GET ANOTHER VEHICLE.

i

FEAWRITER STATED***

I, APOLOGIZED FOR THE INCONVENIENCE.

2. WRT WILL BE GLAD TO CALL THE DEALER AND THE KIA REP FOR POSSIBLE ASSISTANCE.
3. WRT WILL FORWARD HER REQUEST TO THE APPROPRIATE PERSONAL.

4, CUSTOMER CAN BE REACH AT

5. CUSTOMER THANKED WRT FOR LOOKING INTO IT.

*** PHONE LOG 07/31/2007 10:13 AM US Mouwmtain Standard Time ERuiz Action Type:Outgoing call
*¥*EAWRITER STATLED**#

. WRT CALLED TX{36.

2. WRT SPOKE TO DESL

3. WRT EXPLAINED THE REASON OF THE CALL

4. HE STATED:

a})  CUSTOMLR CAME IN AND WE REPLACED THE CUSHION.

by FTHENIT CAME BACK ON

¢} THETECH CALL KIA

4}  1SPOKE TO RICHARD THE ENGINEER AND HE ACTUALLY SAID THAT KIA 1S WORKING ON A FIX FOR
THIS.

e} THE CUSTOMER HAS BEUN TRE 4 1 s ror 1) 4 TR saG i

f)  ITTALKED TO HER YESTERDAY, AND | BELIEVE SHE TALKED TO MY SVC MGR .
g) FRANK [DPSM] APPROVED THE SEAT CUSHION.

hy THE VEHICLE HAD 7722 MILES ON 7712,

5. WRTTHANKED DESIFOR THF INFO

*** PHONE LOG 07/51/2007 10:18 AM US Mountam Standard Time ERuiz Action Type:Qutgoing call
#EEWVRITER STATED®*
. WRT CALLED DPSM. FRANK KRAUSE.
2. WRT MADE HIM AWARE OF THE CUSTOMER'S CONCERNS,
3. CUSTOMER'S LOOKING FOR KIA'S ASSISTANCE TO GET 1T REPATIR.
4. WRT WILL E-MAIL A COPY QF THE CASE TO DPSM. AND DISPATCH THE CASE TO THE REGIONAL OFFICE.
3. TRANK STATED:
2) WIRE STILL LOOKING FOR A SOLLTION.
b) RICHARD IS THE FIELD TECK.
6. WRT THANKEDR FRANK FOR THE INFO.

A LMAIL OUT _ ERuiz Action Type:External email
send tof tkrause(kiausa.com|
You have been sent a iKia Consumer Assistance Case Toryour reférence and action as may be noled in the Case.  10it has
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[ [ KNDID73687 5N K 1340003 8,700

West, TX - Prod. Date:  6/30/06 Dealer: TX036 Miller Kia

been sent to you in error. please notify the Kia Consumer AfE4AIR s Dept. at 949.595.5802 AND delete this email,

The attached Case is the exclusive property of Kia Motors America and is 2 Confidential And Proprictary document. It is not 1o be
distributed or disseminated to any third party withous the express written consent of Kia Motors America.

<<File Attachment: Vcopubs\ClarityOBRCA_AttachmentsiSendHistony\Case K 1340003 _ERuiz_07-31-20071 11458 doc>>

FEENOTLES 07/31/2007 10:22 AM US Mountain Standard Time ERuiz Action Type:Manager review
*+£\WRITER STATED*#*

1. CASE DISPATCH TO THE REGIONAL

a)  VEHICLE AT THE DEALER 4X FOR ATR BAG CONCERN

b) CUSTOMER'S LOOKING TO HAVE HER VEHICLE REPAIR OR REPLACE.

¢) DPSM IS AWARE OF THE CASE.

d}  PLS CONTACT CUSTOMER W/ RESOLUTION

** PHONE LOG 08/01/2007 10:49 AM Pacific Daylight Time LNavarro Action Type:Outgoing call
wrecaa called dpsim fkrause - discussed case:
1. fkrause okay with offering customer geodwill - maybe car payment(sy?

2. due to multiple veh u ipsr’repA_IRs to dlr

wreaa called custemer al_ anita garretl not available:

1otelt vim asking tor cetern phone call

A PHONE LOG 08/02/2007 0R:58 AM Pacitic Dai'liuh: Time LNavareg Action Tvpe:lncoming call

reecived vim lrom customer W return call ot work#

7 PHONE LOG 08/02, 2007 09:05 AM Pacific Daylight Time ENavarre Action Tvpe:Quigoing call
wrena called customer il w ok

! anHa garrett states veh has been at miller kia § times. last time aprox 2 weeks ago

2.states dIr previously replaced PASSenger side seat cushion: however, A]Rbag Light st activates
3. no mauer who sits i the sem

4. customer busy at work, advised will have to call wrean later

**4 PHONE LOG 08022007 08:52 AM Pacilie Daylight Time LNavarro Action Fype:Incoming call
wreaa received call rom customer:

bowicaa explned a :'upr‘]R will be ansaluble tor the A]Rbug [ght ssue i the near tuare

2 apologtzed for customer's incanvenience of having to return 10 dir numerous times

3oadvived will ask div sery mgr call her 1o bring veh back o dir Tuv rcpA IR i so0uas

4. technical noncc;’a'cpA IR is available
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Last name First name YIN of 2007 SORENTO LX 4X2 Case Nunmber Mileage

[ ] B KNDID736375 (N K 1340003 8,700
west X Prod. Date:_ 6/30/06 Dealer: TX036_ Miller Kia

*** PHONE LOG 08/02/2007 08:59 AM Pacific Daylight Time [.Navarre Action Type:Qutgoing call
wrcaa called dlr to abtain copies of related ro's.
1. service mgr maudean smith not avail, spoke with desi prosser-service advisor who

2. said she would fax ro's 10 wreaa today (found four related to PASS@nger A]Rbag)

*#* NOTES 1(/03/2007 10:23 AM Pacific Daylight Time ELau Action Type:Manager review
Tread review compleled

*** PHONE LOG 10/09/2007 09:12 AM US Mountain Standard Time DLyons Action Type:Incoming call
cust states;
1. would hke to knew i LNavarro is avaituble

Writer advised:

1. LNavarro is not in this office

2. would be happy 1o connect with Lnavarro is she is availahle
3. if she not available. would cust ke vin

cust stales;
1. yes, please

Writer connected 1o LNavarro vm

¥ PHONE LOG 10/H72007 U236 AM US Mountain Siandard ‘| sme DLyons Action Vype:lncoming call
CLst states:

[ trying to get to LNavarro whao i working my case

2. ts she avatalble.

wriler advised:

1. apologized

2. she is not in this office. will attempt 1o connect 1o LNavarro
3ilshe s not avarkable, would custemer like vm

Cust staes:
I sure 1 have left messages and no return calls vet.

writer advised:
1. apologized, lets atiempt 10 connect customer with LNavarro.

Writer placed customer on bald. called ENavarro
T cust is catting on case that yew wie haadling
2. would you like to speak 10 customer.

L Navarro states:
1. et me get to the case. what is the case#
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I.ast name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
KNDID736375 (R K 1340003 8,700
West, TX- Prod. Date:  6/30/06 Dealer: TX036  Miller Kia

Writer provided caset, placed on hold.  Writer transferred customer to LNavanmo.

*** PHONE L.OG 10/10/2007 11:14 AM Pacific Daylight Time LNavarro Aciion Type:Ouigoing call
wreaa spoke with anita garrett:

- wreaa asked customer why she has not sent pavment coupon.

. cust stales she does not want money from kia at this point

. she wants her vehicle fixed

. states veh at dlr on 19-1-07 & AIRbag repAIRs were performed
light still on when veh driven off lot

6. light has remained on - even when husband (180 lbs) sat in PASSCngcr seat

I P =

LV

7. cust states if veh a/b system not repAIRabl(’. wants another car
8. wreaa advised w/call cust back after checking w/dir & dpsm

O PHONE LOG 10/10/2007 11:34 AM Pacific Daylight Time LNavaree Action Type: Outgoing call
wreaa called dpsm to give him update of veh a/b i1ssue:

1. advised w/call fir r.peralta to ask him o rcpA]R veh agaim
2. per cust. 10-1-G7 |'epA IR not done correctly

HEEPHONE LOG 106/10/2007 11:35 AM Pacific Daylight Time LNavarvo Action Tvpe:Outgoing call
wrean spoke with maudeen smith. serv mgr 254-773-9077

1. madeen advised she thought veh was repA IR

=8 PHONE LOG 10/10/2007 12:03 PM Pacific Daylight Time ENavarro Action Type:Qutgoing cali
wrena spoke with {tr roperalia who advised:

L. 10-1-07 rcpAIR invalved installation of interim software

2 ue shoutd know more in appra 60 davs - next fevel rcpA IR

wreaa called customer. [ NGNGB

- apologized lor situation

- advased customer of above inlormation

- thanked customer tor her patience

. cust states she is not willing to wait another 60 days
~will proceed to Took at her ether options at shis point

N

‘h

[ Y I T S L PR
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] kNDID736875 K 1340003 8,700
West. TXJ. Prod. Date: _6/30/06 Dealer: TX036 Miller Kia

*** EMAIL OUT _ LNavarro Action Type:Lxternal email

Send to:[Krause, Frank [KMA]|

CC List:[Peralta, Richard [KMA]]

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case. 1t it has been

sent to you in error, please notity the Kia Consumer AttA LR s Dept. at 949,468 4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary decument. Tt is not to be
distributed or disseminated to any thivd party without the express written consent of Kia Motors Amnerica,

«<<File Attachment: Neopubs\ClarifyOBMCA_Attachments\SendHistoryWCase K1340003 | Navarro 10-10-2007120158.doc>>

% PHONE LOG 10/11/2007 06:25 AM US Mountain Standard Time ERuiz Actien Type:Incoming cali
*¥*F*CALLER STATED***
o ITWOULD LIKE TO SPEAK TO LINDA NAVARRO.

*FFWRITER STATED##*
1. WRTPROVIDED THE WRCA 8004,
2. ADVISED TO CALL AFTER 8:30 AM

*eE PHONE LOG 10/11/2007 04:12 PM Pacific Daylight Time I Navarro Action Type:Incoming call
wreaa returned call frem custemer. anita garreti

1. she had lefl msg she requests kia buy back her cor

2. she is not willing 1o wait another 60 days for additionat repA]R to correct

3. A]lfbag fight issue

=L CnAImer Wi el of aprox O mths pasiients whicl cdintes e

aprax 33K

. if kin does not buy back her car & give full retund. plans on proceeding with ber fawyer

W

wreaa placed call to dpsm fkraus. not available, left vin:

WROAA CALLED CUSTOMER AT BOTH LISTID PHONE NUMBERS. NOT AVAILABLE. LEFT VM'S
I advised msg also left with dpsm fkraus - relaved customer's request

¥ PHONE LOG 1041272067 10:03 AM Pacific Daylight Time LNmamo Action Type:Outgoing call
wreaa spoke with dpsm Ekraus:

1. Be suggests offering customer 3 car payments ($421 cach) it she is willing 1o wait 60 davs

. For next avb t'cpAlR

- dpsm fkraus advised he spkowith Qe vperalin edas & bolh belioy e 2008 medel

. has sane A]Rbag system

- if customer does not want this offer,

.m0 phead & st process 1o huy hack her ear

w o oL Mg

wireaa catled customer:
1. relayed above ofter
2. customer declined ofler, wams car repurchase
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_she fecls that is unfA TR because of a/bag system issue

. wrcaa emailed autherization to release loan information to customer (agarrett@@hillerest.net)
. asked her 1o complete & return 10 wreaa

. also asked customer to send copy of sales contract direct to wreaa

~) o B

wrcaa called dpsm Fkraus - advised him cust wants repurchase, will begin process
1. frank kraus not availabie, left vin

wrcaa called maudeen smith. serv manager 2534-773-9077
1. asked her to please fax last ro did 13-1-07 when r.peralta installed /b software
2. maudeen smith not available. spake with kathy davis who faxed ro 10 wreaa

3. ticket 145482 was not run through warranty - internal r.peralta did rcpAIRs
4. ticket opened 10-1 and closed 10-2-07

FEENOTES 10/12/2007 10:15 AM Pacific Davlight Time LNavarre Action Tyvpe Facsimile ree.
wrcaa received fax from kathy davis at dhr. thank you!

FH*E NOTES 10/12/2007 03:19 PM US Moumain Standard Time TShamburger Action Type:Manager review
800 # voicomail email assigned 10 writer on {date assigned 1071 1.2007) cust requesting for Linda Navarro to call her back.
Writer not able to return custamer’s call prior to subsequent call already made back to customer by Linda.

#E PHONE LOG 11092007 10:10 AM US Mounain Standard Time HReynoids Action Type:Incoming cali
Anita Garrett Stated:

b, Would ke to speak o Linda Navarro

20 Wante know Ushe recerved my fas

Writer stated:
b Warm transferred customer to LNavarro at Western region

= PHONE LOG THO972007 89:22 AM Pacilic Daylight Time ENavarro Action Type:lncoming call
wreaa received call frons ms varrent:

bowrcaa contirmed received tax document - customer

osigned ofler tener

3. customer chose option 2 - repurchase

4. wrcan advised check process 43-60 days from acceplance

5. wrean advised will be sending customer "release™ & "authorization

. for pavall™ torms which need o be signed & veturned to wreaa prior

7. te release of funds

R cestomer asked wrean 1o fax 1o -

FEENOTES V2007 1201 PM Pacitic Davlieht Time |L.Navarro Action Tvpe:l-mail sent
WRCAA EMAILED RAF 1O PAT VAZZANO. NATIONAL CAOM:
I.COPIED NATIONAL CAFSA P.DEAL & RCAM T.WILLIAMS
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Wesl, TX- Prod. Date:  6/30/06 Dealer: TX036  Miller Kia

WRCAA GAVE REPURCHASE PACKAGE TO RCAM TOM WILLIAMS:
L. TO REVIEW, AUTHORIZE. AND APPROVE
2. THEN SENT PACKAGE TO NATIONAL. C.FURUMOTO

*HENOTES 1171972607 02:56 PM Pacific Daylight Time LiMNavarro Action Type:Facsimile sent
wrcaa faxed "release form” & "authorization for payoff” form:
1. to customer today

2. per eartier conversation with customer. send to fax —

3. wrcaa also asked cust for copy of current vehicle registration

*** PHONE 1.OG 11/28/2007 09:45 AM US Moumain Standard Time EEscobedo Action Type:Incoming call
Cust stated:

1. 1dont have_!

2. lalked to her a few days ago she would send me a fax but i didnt get it, | need a new one sent

3. Canihave her #

Writer:

1. Venified cust has spoken to WRCA/-

2. Gave WRCAA #

Cust:
1. Thanks.

*52 PHONE LOG 11/28/2007 08:54 AM Pacific Daylighs Yirne T Acon Type:lncoming call
wreaa received call from customer who asked wrcaa to:

L. refax release form and auth to pavoitf loan form (o her

2. for some reason. she did not receive them on 11-19-07

Sowred retiied Formsalse ashed agame ms warrent please ~ond

4. copy of current vehicle registration

#EENOTES 12472007 02:49 PM Pacific Davlight Time LNavarre Action Type:Manager review
wicaa received (via Fax) customer's registration & signed release Form:

TEENQTES 1271472007 03:29 PM Pacific Davlight Time | Navarro Aetion FyperManager review
WRCAA SENT PACKAGE TO MORLEY FOR VEHICLLE SURRENDER:

LINCLUDED IN PACKAGE ARLE FWO CHECKS

2. ONE MADE PAYABLE TO CUSTOMER

3. AND ONE MADE PAYABLE TO LIEN HOLDER

SCOPIES OF ALL DOCS (& CHECKSY SENT TO MORLEY
5. INSERTLED IN CASE FOLDER

de

CASE FOLDER FILED AT ANGEL ROMO'S WORK AREA;
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** NOTES 0171672008 10:42 AM Pacific Daylight Time LNavarro Action Type:E-mail rec.
wreaa reopened case 1o document receipt of email from Nakeisha Tuckett at Morley:

1. who advised veh at miller kia and is not rep AT Rable

*** PHONE LOG 01/16/2008 10:59 AM Pacific Daylight Time LNavarro Action Type:Owutgoing cail
wrcaa called morley, spoke with jim:

1. asked why has it taken so long for morley to advise veh sitting at dir Not repA]Rcd'?
2. package sent to morley mid-december 2007

wreaa called div serv myr maudeen smith. not available, left vin:
1. please contact dpsm tkraus & fir r.peralta 10 get veh repaied

2. this veh needs to be repA]Red so it can be sent to auction
3. please do not delay!

wreaa called dpsm fkraus to advisc him of situation:
b.frank agreed 10 contact dir serv mgr maudeen smith or assistant to
2. coordinate GCAIRs with frank and {tr r.peralia

-

3. wrcaa asked frank to have dly serv mgr or assistant contact

4. either nakeisha tuckett or jim at morley to advise veh repAIRed
5. asap as veh needs to be sent 10 auction
6. thank vou frank krause!

#ENOTES 017162008 11:01 AM Pacific Daylight Time -\clion Type:E-mail sent
wredd spoke with Jim al murley:

t. gave him update

2. advised arranged velr to be repAlRecI asap

3. please coordinate with dir serv mer

case rectosed pending veh rcpA IR: & morley arnanging:
1. veh to go 1o auction
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HAMPTON, VA- Prod. Date:  6/21/06 Dealer: VAO43  Casey Kia
—As—e—ﬂis-!m Comp]ainl pr-"nA ,I? Acvictance
*** PHONE LOG 08/15/2007 12:10 PM US Mountain Standard Time RSabin
CUST STATED:

1. THE AIR BAG DOES NOT SEANCE THERE IS MORE THEN 80 1.BS SITTING IN THE SEAT

2. WE DON'T KNOW WHEN THE ATR BAG IS GOING TO WORK IF WE EVER NEEDED 1T
3. THIS IS A SAFETY ITEM AND WE NEED THIS FIXED, WHA'T IF WE WERE INVOLVED IN A ACCIDENT AND THE

AIR BAG DID NOT DEPLOY. THEN WE WOULD HOLD KIA RESPONSIBLE
4.1 HAVE BEEN HAVING TO WAIT ON THIS FOR TWO MONTH'S AND THE DLR DOESN'T HAVE A ETA ON WHEN
THIS SOFTWARE [S GOING TO BE AVAILABLE TO FIX THIS

WRITER ADVISED:

1. APOLOGIZED FOR PROBLEM

2.1 WILL MAKE A FEW CALL'S AND LOOK INTO THIS
3.TLL CALL YOU BACK WHEN 1 GET ANY INI'O

CUST STATED:
1. OK THANKS

*** PHONE LOG 08/15/2007 12:47 PM US Mountain Standard Time RSabin Action Type:Outgoing call
DLR VA008 JOHN SVC MGR ADVISED:

1. WE ARE WAITING ON A SOFTWARE UPDATE FOR THE AR BAG
2.THE LIGHT IS ON ALL THE TIME NO MATTER WHO IS SITTING IN THE SEAT
3CPHERE IS NOT ETA RIGHT NOW

WRITER ADVISED:
1. OK THANKS

=** PHONE LOG 08/15/2007 12:52 PM US Mountain Standard Time RSabin Action Type:Quigoing call

WRITER CALLED DIPSM PLEGOOD ADVISED:

1. WAS CALLING ABOUT A CUST WHO HAS A A TR BAG LIGHT ON FOR HIS PASSENGER SIDE SEAT
2UTHE DLROIS WAITING ON NEW SOFTWARE TO BECOME AVAILABLE AND DOESNOTHAVE ALTA

DPSM PLEGOOD ADVISED:

1. YOU CAN FORWARD THAT TO THE REGION SO THEY ARE AWARE OF THIS
JTHIS CAN BE A SAFETY CONCERN

. THANKS

(SR e

= NOTES 08/15/2007 12:53 PM US Mountain Standard Time RSabin Action Type:Manager review
DISPATCHING CASE:

1. CUST VEH HAS ALR BAG LIGHT ON FOR THE PASSENGER SIDE SEAT

2. THE DLR HAS A TECH CASE OPEN AND IS WATTING ON A REFLASH TO BECOME AVAILABLE
3.CUST IS CLAIMING THIS IS A SAFETY CONCERN

£ DPSN ADVISED TO FORWARD CASE 10 REGION

= PHONE LOG 08/17/2007 05:59 AM US Moumain Standard Time Elcon Action Type:Incoming call
WRITER RECEIVED CALL FROM CUSTOMER.
CUSTOMER STATED:
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3. NO ONE FROM KIA HAS CALLED ME.

WRITER STATED:
1. YOUR CASE WAS FORWARDED TO THE REGIONAL OFFICE.
2. A REGIONAL REP WILL CONTACT YOU.

CUSTOMER STATED:
1. CAN YOU CONNECT ME TO THE REGIONAL OFFICE?
2. EWANT TO DISCUSS A POSSIBLE BUY BACK.

WRITER STATED:
L WRITER CAN TRANSFER YOU TO THE REGIONAL OFFICE WHERE THE KIA REGIONAL RE TFRANCIS IS
LOCATED.

CUSTOMER STATED:
I THANK YOU.

WRITER WARMED TRANSFERRED CUSTOMER TO SOUTHER REGIONAL OFFICE,

*** PHONE LOG 08/17/2007 10:47 AM Eastern Daylight Time TFrancis Action Type:Incoming call

WRITER STATES:

I, RCAM/WRITER SPOKE WITH CUSTOMER IN REF TO HIS CASE

2. RCAM EXPLAINED TO CUSTOMER THAT KIA 15 IN PROCESS OF SENDING ENGINEFER FOR RESOLUTION AND
HE WILL BE CONTACTED SOON

3. CUSTOMER TEMPLERATURE 1S NORMAL--UNDERSTANDS THE PROCESS

. CHSTOMER iS5 WELCOME TO CONTACT REGION FOR FURTHER UPDATES ON THF SOFTWARE THAT 1S
NEEDED

5. WRITER TO F/U WHIEN MORFE INFO 1S AVAILABLE

** CASE CLOSE 08/17/2007 09:49 AM Eastern Daylight Time TFrancis

FEEPHONIT LOG 090572007 12:24 PM US Mountsin Standard Time DLyons Action Typebrcoming call
cust stales: :

the AIR hag svstem has not been resolved

. spoke to ‘I Francis belore and also Kevin Williams

-the last time that we spoke Fwas advised thata FTR weuld be coming to the divshp
- cust has waited the amount of time 1hat was provided by the RCAM

- sull have not heard anvthing regarding customer case

- the vehitee i in the pussesion of the cusiomer

Sbut Feannot drive with iy wile in the vehicle. becanse of this concern

-we have an old rruek thae does not have the same type o sysiem

e T L S

7~

Writer adiveed:

Loapelogived

2. confirmed the information that was provided by customer.

3. apologized for the inconventence that this has caused

+. advised that this oflice can make an atempt 1o comact the regional office 10 determine if Tlrancis is available.
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writer ptaced customer on hold, called TFrancis left message:
. cust is calling regarding his case

. restates the same information from RCAM & analysts

- cust is waniing an update on his case

by —

. would like to get the AIRbag concern resofved
. will update the case notes for TTrancis & dispatch 10 contact customer.

L P

Writer advised customer:

1. apologized

2. TFrancis was not avatlzble at this time

3. have left a message for a return call to customer

4. apulogized for the incenvenience that this has caused,

Cust states:
1. cust would like to have this vehicle fixed
2. was offered $1500 for inconvenience by RCAM

3. this is not about the money. just want 1o get this repA_IRed so that we don't worry about it any fonger.
4. Thank you for your assistance.

***NOTES 09/04/2007 12:26 PM 1S Mountain Standard Time DLyons Action Type:Manager review
Disptaching to the Sourther Ragional Office:
b cust is wanting an update on his case

2. cust has been watting for a FTR 10 go to the kia dieshp lor repA]R wAIR bag system
3. cust would like to get this resolved
4. please contact customer to update the progress of case.

*** PHONE LOG 09/04/2007 03:50 PM Eastern Dayhight Time TFrancis Action Type:Ouigaing call
WRITER STATES:

1. WRITER DID CONF CALL WITH CUSTOMER AN DPSM

2. DPSM EXPLAINED SITUATION TO THF CUSTOMFER

3. CUSTOMER ASKS TO PLEASE STAY IN TOUCH WITH HIM WE HEAR SOMETHING

4. CUSTOMER THANKLD WRITER/DPSM FOR CALLING

5.0 CUSTOMER WILL BE CONTACTED ONCFE INFO IS RECVD IN REGION

R CASE CLOSE 09/04/2007 03:52 PM Eastern Daylight Time TFrapcis

¥ CASE CLOSE 10/03/2007 03:26 PM Pacilie Davlight Time ELau

Tread Review Complered

PHONE LOG 0371 8/2008 06:29 AM US Mountain Standwrd Time ERuiz Action Type:lncoming call
ATUFR STATE D=

WE'VE BEEN HAVING A PROBLEM W/ THE PASSER'S SIDE ATR BAG LIGHT.

1.
2. WE HAD THE PROBILEM EVER SINCE WE BOUGHT THE VEHICLE FROM VADOSR.
i VAOOR CHANGED THEIR SVC CENT TQ VAQ43,

4. THE LIGHT KEEPS STAYING ON EVEN WHEN MY WIFE SEATS ON IT. AND SHE WEIGHTS OVER %0 LBS.
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TOOL TOC REPROGRAM THE SYSTEM.

6. THEY SAID THAT INSTEAD OF DOING THAT, K1A WILL SEND THE TOOL TO THEM.

7. THEY TOLD ME THAT IT WILL BE TOWARDS THE END OF THIS MONTH OR THE MIDDLE OF THE NEXT ONE
WHEN THEY WILL BE ABLE TO DO MINE,

3. I'VE BEEN PUT OFF LIKE THIS ABOUT 7 DIFFERENT TIMES, TELLING ME YO WAIT A FEW WEEK, AND
THEY NEVER CALL ME BACK,

9. T'VE BEEN SPEAKING TO DANIEL CRAIG IN SVC.

FECALLER STATED®**

1. APOLOGIZED FOR THE INCONVENIENCE.

2. WRT WILL BE GLAD TO CALY THE DEALER FOR MORE INFO.

3. WRT WILL ALSO CONTACT THE KIA AREA REP FOR A POSSIBLE DATE OF THE NEXT AVAILABLE
APPOINTMENT.

4. WRT WILL CALL THE CUSTOMER JUST AS SOON AS MORFE INFO BECOMES AVAILABLE.

5. CUSTOMER CAN BE REACH AT HOME AT

= PHONE LOG 03/18/2008 12:18 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
**EWRITER STATED***

1. WRT CALLED VA043.

2. wRT SPOKE TO [ 1~ svc.

3. WRT EXPLAINED THE REASON OF THE CALL AND REQUESTED ADDITIONAL INFORMATION ON THE QCS
REFLASH.

. s staTED:

a)  KIA HAS AN UPDATE COMING UP

b) HOWEVER. THAT'S NOT YET AVAILABLE.

¢)  WERE WAITING FOR A TOOL TO DO THE REFLASIL

d)  THE KIA REP CAN DO IT, WE'RE JUST WAITING FOR THE TOOL TO BECOME AVAILABLE.

¢)  THE KIA REP KNOWS THAT WE 1IAVE ANOTHER THREE MORE VEHICLE WAITING FOR THIS TOOL

) 1HAVENO IDEA WHEN WE'LL HAVE IT.

SOWRT THANKFD [rOR THF INFO.

*** PHONE LOG 03/18/2008 12:19 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
FEEWRITER STATED S

1. WRTCALLLED DPSM. PAUL LEGOOD.

2. PALL WASNOT AVAILABLE.

3.0 WRT LEFT HIM A DETAIL V/M MESSAGE.

4 WRT REGUESTED A CALL BACK AT EXT 45005,

BEETMAN OUT _ ERuiz Actien Tvpe:External email
Send 1| PELeGoodir kKiausa.com)|
Yow have been senta Kia Consumer Assistance Case for your reference and action as may be noted in the Case. it has been

sent 1o vou in error. please notity the Kia Consumer AL LR s Dept. at 949.468.4619 AND delete this email.

The attached Case is the exclusive property of Kia Motars America and is a Cenfidential And Proprictary document. 1t ix not 10 be
distributed or disseminaied w any third pany without the express wiriien consent of Ki vlotors Ameriva,

“File Anachment: Yeopubs'ClarifyOBIRCA_ Anachments\SeadHlistoryMCase_K 1348085 FRuiz 03-18-2008131338 doc~
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¥ PHONE L.OG 03/19/2008 07:02 AM LS Mountain Standard Time FRuiz Action Type:Incoming call
BEEWRITER STATED***

1. WRT RECEIVED A V/M MESSAGE FROM DPSM, PAUL LEGOOD AT 2:41 PM. TUES.

2. PAUL LEGOOD STATED:

a) [ AMCALLING ABOUT CASE K1348085

b} FAM CURRENTLY WORKING W/ THAT SPLCIAL TOOL PEOPLE IN CA TO SEE IF WE CAN EXPEDITE IT FOR
THE DEALER.

¢} ATTHIS POINT IN TIME, | HAVE NOT HEARD FROM THIS SPECIAL TOOL PEQPLE.

d) 1AM HOPPING TO GET SOMETHING BACK IN THE NEXT DAY.

c)  TAM WORKING ON THIS DILIGENTLY TO GET THIS TOOL AS QUICKLY AS POSSIBLE.

£} AT THIS POINT IN TIME | DON'T HAVE A D9146033057ATE.

g)  BUTIAM WORKING ON IT AND HOPEFULLY [ WILL HAVE AN ANSWER FOR THIS QUESTIONS
TOMORROW.

h)  IF YOU HAVE ANY QUESTIONS, FEEL FREE TO GIVE ME A CALL.

% PHONE LOG 03/19/2008 11:53 AM US Mountain Standard Time ERuiz Action Type:Outgoing call

FEEWRITER STATED»**

1 wrT caLLep MR IR

2. CUSTOMER WAS NOT AVAILABLE.

3. WRT LEFT HIM A DETAIL V/IM MESSAGE.

4. WRT ADVISED. DPSM IS WORKING DILIGENTLY TO GET THE TOOL TO REPROGRAM TEE SYSTEM.
5. WRT ADVISED. DPSM IS HOPPING TO GET AN ANSWER FOR HIM SCON.

6. WRTADVISED TO CALL THE KCC AT EXT 45605 I HE STILL HAS ANY FURTHER QUESTIONS,

s

“ COMMIT 03/19/2008 £2:53 PM US Mountain Siandard Time ERuiz Action Type:Caltback Required

e CASE CLOSE 03/1%/2008 12:54 PM US Mounlain Standard Time ERuiz
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Case History Complaint . 4FR A ceicranee
*** PHONE 1.OG 01/21/2008 12:27 PM LS Mountain Standard Time SLarez
CUSTOMER CALLED BACK
I USBAND.  {cail him dan)
CUSTOMER STATES.

1. THE ATR BAG LIGHT HAS BEEN AN [SSUE SINCE WE BOUGHT THE CAR.

2. THE CAR ALSO STALLED ON MY WIFE AND WOULD NOT RESTART,

3. WE ARE HAVING MAJOR ELECTRICAL ISSUES FOR SUCH A NEW CAR, MY WIFE DOES NOT FEEL SAFE IN IT.
4. WHAT CAN WE DO 1O RESOLVE THE SITUATION

5. THE DEALERSHIP TOLD ME THERE IS SOME TYPE OF REPAZR THEY DO 1O THE SEAT AND SOMETHING
ABOUT A PART. ] AMNOT EXACTLY SURE.

WRITER STATES.

1.1 AM SORRY THIS IS THE CASE.

2. 1AM GOING TO HAVE TO CALL THE DEALERSHIP TO FIND OUT EXACTLY WHAT WE HAVE TO DO TO ASSIST
YOU WITH THIS SITUATION .

3. ONCE WE DO THAT THEN WE CAN GO FROM THERE.

4. FCAN ASSIT YOU WITH THIS, § WILL BE YOUR POINT OF CONTACT, GAVE NAME AND EXTENSION AND
ADVISED CUSTOMER TO GIVE WRITER AT LEAST 24 HOURS FOR A RETURN CALL.

CUSTOMER STATES.
1. THANK YOU.

*** PHONE LOG 01/23/2008 12:35 PM US Mountain Standard Time SLarez Action Type:Ouigoing call

WRITER CALLED BOB IN SERVICE (SVC MGR)

ROR SFRVICE,

PATIANVT NOBIE D MY EACTORY REP AND SUNE SHEORD REGARDING TS STHUA HON

2. TALSO GOT A HOLD OF A JON SMITH. THE TOOL WILL BE HERE SOMETIME BY THE END OFF THE MONTH
AND W WILL CALE THEM AT THAT THME.

3WLE REALLY CANNOT DO ANYTHING RIGIFT NOW ABOUT IT.

WRITER STATES.
L THANK YOU.

FEEPHONE LOG G1723/2008 12:49 PM US Mountain S1andard Time SLarez Action Type:Incoming calt

WRITER CALLED JACK BRAMBLIE,

WRITER STATES. -

L ADVISED OF CASE. BOBIS AWARE OF IT AND STATED 1HE WILL NOT GET THE TOOL UNTH. THE BEGINNING
OF FEB. TWANTED TO MAKE SURE ARE AWARE OF TIHS.,

JACK STATIS,
ETCANNGT DO ANYTHING ABOUT THE SITUATION HOWEVER 1 AM AWARE OF 1T

WRITER STATES.
I THANK YO,
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*** PHONE LOG 01/23/2008 12:51 PM US Mountain Standard Time SLarez Action Type:Qutgoing call
WRITER CALLED CUSTOMER AT 9412764437 AND LEFT MESSAGE FOR A RETURN CALL

*** PHONE LOG 01/723/2008 12:53 PM US Mountain Standard Time SLarez Action Type:incoming call
WRITER CALLED CUSTOMER AND LEFT MESSAGE FOR A RETURN CALL.

= PHONE L.OG 01/23/2008 02:08 PM US Mountain Standard Time SLarez Action Type:Incoming call
CUSTOMER CALLED BACK AND LEFT WRITER V.M.

CUSTOMER STATES.

1. CALL ME BACK ON MY CELL PHONE, 1 HAVE NOT HEARD FROM YOU YET.

*#* PHONE LOG 01/23/2008 (2:12 PM US Mountain Standard Time SLarez Action Type:Outgoing call

WRITER CALLED CUSTOMER BACK

WRITER STATES.

1.1DID SPEAK TO THE DEALERSHIP AND ALSO OUR FACTORY REP.

2. THE TOOL TO DO THE RE FLASH IS NOT GOING TO BE AVAIL IN YOUR AREA UNTIL THE END OF THE
MONTH.

3. PCONFIRMED THAT WITH THE FACTORY RizpP.

CUSTOMER STATES.
1. 50 YOU ARL SAYING THE CAR IS NOT GOING TO BE FIXED UNTIL THE BEGINNING OF FEB.
2 THE CAR IS UNSAFL.

WRITER SFATES.

FoHIE CAR IS NOT UNSAFL, THE CAR HAS SEA T BLETS AND A FIVE START SAFLETY RA FING FOR FRONTAL
IMPACT . THE FIRST LINE OF DEFECTS IS YOUR SEAT BELTS. AFR BAGS ARE NOT DESIGNED 1O DEPLOY IN
ALL COLLISIONS.

CUSTOMER STATES.
L THAVE ANOTHER PROBLEM . YOU SAID YOU WOULD CALL ME WITH IN 24 HOURS AND YOU DID NOT. YOU
COULD ITAVE CALLED ME EVEN TO TELL ME IT WOULD BE ANOTHER 24 HOURS BUT YOU DID NOT.

WRITER STATLS.
LTAPOLOGIZE, 1DONOT HAVE AN EXCUSE. FCALLED YOU WHEN T HAD THE INFORMATION THAT YOU
NEEDILD.

CUSTOMER STATES.
L LEETME SPEAK TO YOUR SUPERVISOR.

WRITER STATES.
[. GAVE W.NOONAN AS SUPERVISOR AND ADVISED HE IS ON THE PHONE OR AWAY FROM HIS DESK T CAN
LEAVE A MESSAGE
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CUSTOMER STATES.
1. HAVE HIM CALL ME.

v *** NOTLS 01/23/2008 02:24 PM US Mountain Standard Time SLarez Action Type:Manager review
ermailed W. Noonan and advised customer wanted to speak to writers supervisor,

=% PHONE LOG 01/23/2008 02:50 PM US Mountain Standard Time WNoonan Action Type:Outgoing call
WRITER PHONED DAN GEIST.  *#*SUP CALL**

CUSTOMER STATED:

I. THANKS FOR CALLING ME BACK.

2. 1HAVE A PROBLEM WITH THE SORENTO'S ATRBAG LIGHT FOR THE PASSENGER SEAT.

3. WHEN MY WIFE SITS IN THE SEAT, THE ATRBAG LIGHT DOES NOT GO OFF AS 1T SHOULD WHEN SOMEONE
OCCUPIES THE SEAT.

4. SHE IS SCARED TO RIDE IN THE VEHICLE AND WHEN WE GO SOMEWHFRE. SHE RIDES IN THE BACK SEAT.
5. THAT IS NOT RIGHT,

6. THE ATRBAGS AND THE SAFETY RATING ARE THE MAIN REASONS THAT WE PURCHASED THIS VERICLE

AND THE AIRBAGS FOR THE FRONT DO NOT WORK.

7. WL BAVE HAD IT INTO THE DEALER 3 TIMES FOR THIS ISSUE AND THEY ARE SAYING THAT SOME TIME IN
FEBRUARY IS WHEN THEY ARE GOING TO HAVE THE ABILITY TO FIX THE VEHICLE.

8. LVERYONE IN F'LORIDA DRIVES LAND YACHTS ON THE ROAD AND IT IS VERY DANGEROUS TO DRIVE HERE
MY WIFE 1S SCARED.

9. MY WIFE WORKS FOR DICKINSON & GIBBONS LAW FIRM AND THEY SPECIALIZE IN PROSECUTION
MANUFACTURERS FOR LEMON LAW.

10. THE ATTORNEY SHE WORKS FOR HAS SAID THAT WE SHOULD START THE LEGAL PROCEEDINGS.,
HOWEVER. | AM WANTING TO SEE WHAT KIA WILL DO BEFORE | GO THAT ROUTE.

1 THIS IS THF 3RD KIA SORFNTO THAT WE HAVE OWNFD SO WE ARE LOYAL KIA CUSFOME RS,

PN AT 10 REPATR TLOR EHIS ISSUL 1 11 IS ANYTHING FIKE THE RESPONSEL THANVL GOTHLN BY
CALLING YOU., WILL BE INTO MARCH BEFORE ANYTHING 1S DONL.

WRITER STATED:

1. SORRY FOR THE FRUSTRATION.

2 WE APGLOGIZE FOR NOT CALLING YOU YESTERDAY. BUT SOMETIMES THE RESEARCH TAKES | ONGER
THAN EXPECTED.

3.WE ARE GOING TO ESCALATE YOUR CASE TO QUR REGIONAL OFFICE TO REVIEW AND CONTACT YOU
REGARDING THE SITUATION.

4. WE HAVE LET THE KIA FACTORY REP KNOW OF THE SITUATION AND IF THERE 1S ANY THING FURTHER
THAT CAN BE DONE. THEY WILL BE ABLE TOLET YOU KNOW.

CUSTOMER STATLED:

FAPATIEY CAN NOT RESOLVE THE ISSUE. 1 WANT KIA TO BUY TIHS VEHICLE BACK AND WILL PROCEED WITH
THAT.

2. HOW LONG SHOULD | WATT FOR SOMEONE TO CAL)L ME ABOUT THIS?

WRITER STATED:
LOTHE REGIONAL ANALYST WILL NEED 48 HOURS TO RESPOND TO YOU.

CUSTOMER STATED:
LHAVE THEM CALL ME ON MY CELL PHONE - 941-2706-4437.
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*** NOTES 01/23/2008 02:54 PM US Mountain Standard Time WNoonan Action Type:Manager review
**WRITER DISPATCHING CASE TO REGION FOR CUSTOMER CONTACT**

1. AIRBAG LIGHT ISSUE UNRESOLVED AND AWAITING PARTS ARRIVAL AT DEALER,
2. DPSM AWARE OF SITUATION AND DEALER HAS ALSO INFORMED REGION.

3. CUSTOMER'S WIFE WORKS FOR LEMON LAW ATTORNEY.

2_THIS 1S THE 3RD SORENTO CUSTOMER HAS OWNED.

5. PLEASE CONTACT AT DAN GEIST AT 941-276-4437.

*** PHONE LOG 01/24/2008 09:12 AM Eastern Daylight Time JuneSifford Action Type:Outgoing call

SRCAA contacted DPSM for Dist 6 to discuss the  schedule for the scan tool--per DPSM the schedule has changed and the
DPSM for Dist 8 will do reflashes scheduled for dist 6 then send scan 10o] to DPSM for Dist 7 for reflashes in his area (FLO10,
FLO74. FLO98 & maybe others)

*** PHONE L.OG 01/24/2008 09:15 AM Eastern Daylight Time JuneSifford Action Type:Outgoing call

{i<For Internal Use Orly
SRCAA comacted DPSM for dist 7--SRCAA 1o send e-mail 1o atl dealers in Dist 7 to request names & vin's for any 2007

Soremo OCS reflash requests. >t

*** PHONE LOG 01/24/2008 09:59 AM Eastern Daylight Time JuneSifford Action Type:Qutgoing cail
SRCAA comacted Mr, [ ond advised

E. D have attemipted to contaci the DPSM to request schedule

2omay be possible w completed the apdine nest week

vl call Back with additional infu ASA

4. reviewed Dealer comments that a part was ardered & possible 3 or 4 weeks for mpAlR
SRCAA advised--Tam not certain however the Dealer may have been refenring 10 the ool needed lor update as the part and
may have been referring 10 DPSM/FTR schedude for time

ot rcpA]R as DPSMETR are nsually scheduled for 30 dovs m advance.

FEEPHONE LOG 0172472008 05:38 PM Vastern Davlight Fime JuneSifTosd Action Type:Qutgaing call
SRCAA attempted to contact Mr.
EMon VM

#EE PHONE LOG 017252008 01:02 PM Eastern Daylivht Time JuneSittord Action TypeiOuigoing call

SRCAA contacted DPSM 10 request schedule for this OCS renash
DPSM states have costomer drop vehicle Monday nightaficrnoon

o PHONE LOG 01/25/2008 01:10 PM Eastern Daylight Time JuneSifford Action Type:OQutgoing call
SRCAA contacted Mr-:md reviewed DPSM request for delivery on Monday tor sellash on Tuesday
rental will be provided.
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SRCAA cotacted Service Manager - Bob and reviewed schedule & renial.

*** PHONE LOG 02/08/2008 09:57 AM Eastern Daylight Time JuneSifford Action Type:Incoming cal
Per Mr.-zhe OCS is stillnot functioning properfy--Mr. -requesr's call back

*** PHONE LOG 02/08/2008 10:11 AM Eastern Daylight Time JuneSifford Action Type:Cutgoing calt
SRCAA comacted Mr. I and reviewed the current concerns.  Mr. -slalcs

L. vehicle 1s at the Dealer now

2. Dezler gave the attorney that my wife works for inaccurate info and made my wife loek back

3. the anorney that my wife works for is also the Dealers Attorney in LL cascs.

SRCAA advised
L. T wilf contact the Dealer to request additional info and documents

2. T will review 10 see if any other rcpA]Rs can be made or what other action we may need to take

*** NOTES (02/08/2008 10:17 AM Eastein Daylight Time JuneSifford Action Type:Manager review

additional to phone contact w/Mr. [INNENININGIEGEG—_— - d

1. when I picked up the vehicle (after service hours) the Sales Manager rode with me & it worked

2. then one of my sales reps rode with me and it worked fine

3. then my wife rade with me and i1 did net work. My wife and | changed positions and | sat in the seat and it did not work,

“¥% PHONE 1.OG 02/08/2608 10:19 AM Eastern Daylight Time JuneSifford Action Type:Quigoing call
SRCAA contacted Service Manager at FL074--Bob states

1. we have confirmed the concorn and have atiempted FTR contact 1o see if any other information is zvailable,
20 bwilh send sales and service info.

oachicle has been in 4 or 390 far this concern

*F* NOTES 02/08/2008 10:33 AM Eastern Daylight Time JuneSifford Action Type:Manager review

According Lo service Manager--no codes found

#E% PHONE LLOG 02/08/2008 10:46 AM Eastern Davlight Time JuneSiftord Action Type:Ouigoing call
SRCAA reviewed case with DPSM--once dCS are received final decision will be made
[ For Internad Usc Only

customer has owned 2 vther Kias & works for the Dealer Attorneys!)

FEEPHONE LOG 0220 2008 04:34 M Fastern Davlight Time RineSiiTord Action TypeiOungoing call
SRCAA contacied Mr. IR ik update.

e+ PHONE LOG 02/25/2008 10:39 AM Eastern Daylight Time JuneSifford Action Type:Quigoing cail
SRCAA contacted Ve B :nd reviewcd Dealer contact last week 1o diseuss this concern.
SRCAA adised that [ will be sending a GW seidement ofter,
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GW offer discussed with Mr. Geist and letter sent

*** CASE CLOSE 02/25/2008 12:35 PM Eastern Daylight Time JuneSifford

#*% PHONL LOG 02/26/2008 10:2]1 AM Eastern Dayhight Time JuneSiflord Action Type:Outgoing call

SRCAA contacted Mr. Il o request a fax number as Fed-Ex did not go oul.

During the conversation M. irequested additional informatton on the offer & further pmis. to be made

SRCAA advised that this is a cash offer of $3.000 ontv--customer may use the money any way he wishes

My, states he was told by SRCAA that the offer would be $4.000

SRCAA reviewed notes & advised Mr. (Jlll:hat 1 did not recall staring $4.000 however at this time | am sending a written otfer
of $3.000.00

Mr.- began cursing and saying the "F" word--SRCAA ended cali

Ml called back and spoke 10 RCAM--$3.000 offer is being sent.

= NOTES 02/26/2008 10:21 AM Eastern Daylight Time JuneSifford Action Type:Manager review
SRCAA attempted 1o fax the written offer 10 Mr. ivfax failed
Written offer being sent by Fed-EX

*#* CASE CLOSE 02/26/2008 10:23 AM Eastern Daylight Time JuneSifford

FEE CASE CLOSE 0471172008 10-37 AM U'S Mouniin Standard Thme TNMorales
ATRBAG IREAD RLVIEW COMPLE 1L

FEENOTES 04/18/2008 02:09 PM Easterrr Davlight Time ABrown Action Tyvpe:Manager review
b SRUAA received check from NCA

20 Sendimg 1o customer
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QS}L Hiﬁth_') COlnplain[ Psn/d Ip Accictanre

** PHONLE LOG 10/03/26G07 03:03 PM US Mounam Standard Time HReynolds
Mrs.  (ibb staled:

PASSengcr side AIRbag is not working

1
2. Tt was reprogrammed and worked for a while

A]_Rbag is nol activating again
Kia dealer sard that theres not much they can do anymore

L L

Writer stated:

1. Updated/no open recall

2. Apotogy for sitation

3. Advised.  will research to see what can be done
4. Will call customer

5. Provided writer's ext#

>+ PHONE LOG 10/08/2007 10:36 AM US Mountain Stardard Time HReynolds Action Type:Outgeing call
Writer stated: '
1. Spoke o Jerry - SVC at Muscatell Kia

2. Advised. Vchicle has AIRbag light 1ssue again

Jerry Stated:

b Last time vehicle was here 1'0:‘A1Rbag Isste was on Y/24

2. The connector not make contact

3. Rep/‘f IR

4. Will contact the customer again to sec when they can bring the car in
5. Thanks for the heads up

T PHONE LOG 10/08/2007 10:38 AM US Mountain Standard Time HReyvnolds Action Type:Outgoing call
Writer stated:
1. Left vin for customer to call writer back

E PHONE LOG 10/09/2007 06:55 AM US Mounrain Standard Time HReynolds Action Tvpe:Incoming call
Wrier stated:
I Mrs -Icﬂ v Far writer

2. Retwrning writer's call

“H PHONE LOG 1070972007 06:37 AM US Mountain Stndard Thne HRevaolds Action Type:Ouigoing cal
Writer staled:

i Spoketo Mrs. [

2. Advised.  Kia dealer is aware of vour concern

3. Deater will contact the customer to make an arrangement

r's.-slme(l:
Received a call trom dealer
Will call dealer back 10 make an appt

Thanks {or help

L,Jng




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 2
Last_name First name VIN of 2007 SORENTO EX 4X4 Case Number  Mileage
N knvicrossfill | Kiosmes 2506
Horace. ND [HNNG Prod. Date:  3/26/07 Dealer: MNO0O9 _Muscatell Kia

> NOTES 01/15/2008 12:03 PM Pacilic Daylight Time TYoung Action Type:Manager review
TREAD REVIEW

**¥ NOTES 01/15/2008 12:03 PM Pacific Daylight Time TYoung Action Type:Manager review
TREAD REVIEW




Kia Motors America
Consumer Aff4IRs Department

Page 1 of 4
Lasi_name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage
| kNDID73558 SN K1538263 3,000
Burlington. NC- Prod. Date:  11/3/07 Dealer: VAQG37  Blackwell Kia
Case_ History Complaint o AFR Accicrance

=+ PHONE LOG 01/45/2009 11:25 AM US Mountain Standard Time JBaty
Customer stated:

1. AIR bag light on PASSenger side is erratic.

- Have had vehicle back 1o dir. twice.

- They treated us nicely, but didn't fix it.

. They assumed that my wite doesn't weight enough to activate it reliably.
. This is driving my wife nuts.

. Stopping motor and restarting it sometimes helps.

[= R R S R ]

Writer stated:
1. Apologized,
2. Updated/no recalls

Writer put customer on held and called dlr.  Spoke to srv. mgr. Scott and stated:
1. Adv of reason for call.

Srv. mgr. Scoit stated:

1. Veh was back on 10/30/08.

2. That is the only time it was back.,
3. CND problent.

Writer went back 1o customer and stated:
|. Ady of info from dir.

Customer stated:
1. We ook it there twice.
2. Couldn'’t say exactly when. but T know it was two times.

Woer staed:
L. Suggesied wking veh back o sefiing dlr o another G

Customer stated:
t. Will only take it back to selling dir.
2 Woaudd like 1o take it back when faclory rep is there,

Writer stated:
1. Crave writer's name and contact info plus case number.
2. Please call when have appl.

3. Writer will follow up with dlr.

Customer stated:
1. The vebicle must be fixed this time or 11 is zoing back to Kia.

Wrier stated:
. Apologized.
2oWrier wilk follow up.




Kia Motors America

Consumer Aff4IRs Department N :
ave 2 of 4

Last name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage

] KNDID735585 N K1538263 3,000

Burlington. ~C N Prod. Date:  11/3/7 Deater: VA037  Blackwell Kia

= CASE CLOSE 01/05/2009 11:25 AM US Mountain Standard Time [Baty

*E* PHONE LOG 01/08/2009 08:21 AM S Mountain Standard Time JBaty Action Type:Incoming call
Customer stated:

. Am calling on this case.

- Dropped veh off at dhvship.

. Thev stated they have spoken 1o factory rep.

- Srv_adv. states that PASSenger must set in a certain spot and not move.
. Dlr has provided us with a veh.

[ R S

- My wife is very concerned about the AIR bag light.
Uis a satety issue.

-1 o

*** PHONE LOG 01/08/2009 08:39 AM US Mountain Standard Time JBaty Action Type:Qutgeing call
Writer called dir. and spoke to srv. mgr. Scolt.  Writer stated:
l. Adv of reason for call.

Srv. mgr. Scott stated:
1. Talked to factery rep about this.
2. Tech who works on it weighs about 125 pounds.

-
3

. AIR bag huht witl go on if person shifts weight.

Writer stated:
1. Is there a Tech Line case open yet?

Srv. mgr Seoll staled:
. No, but will open one wday.
2.Will also contact DPSM woday.

Writer staed:
b Great ideas.
2. That should po a tong waoy 1oward reassuring customer that all of Kix's resources are being used.

# PHONE LOG 010872007 0%:31 AM US Mountain Standard Time JBaty Action Type:Outgoing call
Writer called customer and stated:

1. Adv ol information from srv. myr. Seott.

2.8 Teeh Line case will be opened.

3. DIr will contact factory rep.

Customer stated:
1. Dlr shoutd have done that whew vel was firsi taken in.
2o0hkays Thank you Tor calling,

FEECOMMIT 0120972009 12:04 PM V1S Mountain Standard Time JBaty Action Type:Callback Required




Kia Motors America

Consumer AffAIRs Department Page 3 of 4

Last name First same VIN of 2008 SORENTO 4X2 AT Case Number Mileage
] ] knpip7355ssEGEGNB K1538263 3,000

Burlingion, NC - Prod. Date:  11/3/07 Dealer: VA037  Blackwell Kia

*#* NOTES 01/0%/2009 12:04 PM US Mountain Standard Time JBaty Actien Type:Manager review
Closing case pending 1/13 commitment.

*** CASE CLOSE 01/09/2009 12:05 PM US Mountain Standard Time JBatv

*** PHONE L.OG 01/12/2009 07:41 AM US Mountain Standard Time JBaty Action Type:incoming call
Customer stated:

Customer stated:

. We took the veh back.

2. Al the dir did was mark the OM with a yellow marker about the AIR bag.
3. The dir doesn't want 1o fix it

4, Don't want to take it to another dlr.

5. Next ciosest dir is farther away.

6. It doesn’t make any sense to be treated this way.

Writer stated:

1. Apologized.

2. Kia does not own the dirships.

3. They are independently owned and operated.

4.Due 1o independent issues Kia cannot interfere in day-1o-day operations.

5. Referred to SM or GM.

0. Kia does take our cust conunents into cansideration when determining how we will continue doing business with the dlrshps
7. Writer will contact dlrship on customet’s behali.

R PHONE LOG 01/12/2009 07:56 AM US Mouniain Standard Time JBaty Action Type:Quigoing call
Writer called dir and spoke 1o srv. mgr. Scoil. Writer stated:
1. Adv of reason for call.

Srvomgr Seatt stated:
1. Veh has been back again for AIR bay concern.
2. Have opened a Tech Line case and spaken 1o DPSM.,

3. DPSM suggesied going over the 4IR bag info in the OM,
4. Have done that.

s AIR bag hght is operating as dexigned.

#E PHONE LOG 011272009 08:22 AM US Mountain Standard Time JBats Action Ty pe:Quigoing calt
Writer called customer and stated:

i. Have comtacted srv. myr at i,

2.5rv, mur, has done all the correct sieps.

S s opened a fech Line casc.

4. Has contacted the DPSM.

5. DIy states both advised reviewing AIR bag [unglivn with customer.




Kia Motors America

Consumer Aff4/Rs Department Page 4 of4

Last name First_name VIN of 2008 SORENTO 4X2 AT Case Namber  Mileage

] kNDID735585 || K1538263 3,000

Burlington. NC - Prod. Date:  11/3/07 Dezler: VA037 Blackwell Kia

1. That is not good enough.
2. ot sure what 10 do next.
3. Will think about it.

Writer stated:
b, Customer could take veh to another dlr.

Customer stated:
I. You checked to make surc that dir actually made those contacts?

Writer stated:
. Can sce Tech Line case in notes.

** CASE CLOSE 01/12/2009 01:13 PM U'S Mountain Standard Time JBaly

*#® FULFILL 01/13/2009 09:53 AM U'S Moumtain Standard Time JBaty Action Type:Callback Required

*=% CASE CLOSE 04/09/2009 1 1:00 AM US Mountain Standard Time FMorales




Kia Motors America
Consumer AffAIRs Department

P_age 1efl
Last name First name VIN of 2007 SORENTO LX 4X4 Casc Number  Mileape
I knDic736975 GG Ki593083 15,054
Bethpagpe, NY‘ Prod. I)al.e: 12/1106 Dealer: NY080  Adlantic Kia
Casc History Complaint .. 4TR accicranca
=+ PHONE LOG 05/28/2009 85:43 AM US Mountain Standard Time RHal)
tated

1 T brought veh in for recalt SC076 on Tuesday
21puta PASSenger in the seat on Wednesday
3 The "PASScngcr sideAIRbag off" light is stili on while driving

4 My wifeis 150 Ibs and the A]Rbag should be activated for her size
5 My wife was cven trying to jump up and down and light stayed on

wit stated
1. Apologized- the A]Rbag light should go off when an adult is seated properiy in the seat
2. KMA would like to oversee the :‘epA]R of your veh and help the dir

3. Exhaust all resources to help repAIR vour veh
4. Will follow up with the dlr and contact you with any new information as soon as it is available
5. Gave caseif to cb when veh is at the dir .

*** CASE CLOSE 05/28/2009 05:43 AM US Mountain Standard Time RI1all
cust cb when veh is at the dl- gave case#

T PHONE LOG 05/28/2009 05:51 AM US Mountain Standard Time STeor Action FypeIncoming call
customer slated:

1. Twill sake the car 10 Auto World Kia today in an hour

2. hope you follow up with dealer

writer stated:

Cowalleall dealer e

*** PHONE LOG 05/28/2009 11:45 AM US Mountain Standard Time SJeon Action Type:Qutgoing call
Amyv/SVCA staled:

b customer came in 1oday

2.5VOM could not duplicate the problem

3.we need 1o duplicate the problem

B PHONE LOG 05/28/2009 11:49 AM US Moumain Standard Time Sleon Action Type:Quigoing cull
writer stated:

1 desder needs o duplicate the problem

2 odvised 1o eall back with case # 11 customer needs assistiney

customer stated:
1. thank vou

e CASE CLOSE 05/28/2009 11:49 AM US Mountain Standard Time Sicon




Kia Motors America

Consumer Aff4IRs Department p .
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Last name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage

| KNDiD735385 T K1492967 7,330
Boynton Beach, F!.- Prod. Date:  6/11/07 Dealer: FLO9)  West Palm Beach Kia

Case History Complaint o 4 TR ccicrance

¥ NOTES 08/28/2008 04:47 PM_ clarity Action Type: Manager review
% Performed by conact: NN

Since the day | bought my 2nd Sorento, which they called to selt METloved my other one, | have had an eleetrical problem.  The
service mgr Vince has been in the car twice.  He insists there is nothing wrong with it however here are my complaints. one very
serious:

1. PASSengerAIRbag has NEVER engaged. lighted sign in front always says off no matter if a 100ib person or a 300ib

person is mil. I have complained from day one about it and am always told by Vince that evervone in my PASSenger seat
aparenily sits wrong and | quote "I I get in it and it works then its not the car” it has NEVER worked. 1 do NOT have the seat
back, 1 do NOT have scat covers.

2. There is an intermittant (sorry about the spelting) problem with the radio volume it goes in and out stightly louder and softer,
it sounds like one speaker or side of the car is losing its sound. Again because it didn't happen to Vince he says is finc.

3. The AIR conditioner is so loud (and has been since the day 1 bought the car} that you can kear it inside the vehicle, Apgain.
although this was not a problent in my 06 Sorento and evervone standing outside the car says "wow it sounds like vou threw a rod™
Vince says is normat,

4. The day I bougln the car she beep for the doors went off and never stopped for 2 days till T got it back to them, it still happens
sometimes 5o [ know it isn't rectified but since it doesn't happen i front of Vince. vou get the picture.

5. When you hit the gas the only way 1 can explain it is it feels like the fuel line or filler is clogged. it dies before it goes. Itis
enough to be scary al intersections.  This also has been since day one.

6. The floor in the PASSenger fromt feels underfoot like its paper thin and warped, i actually gives under my foot i spots
Fam so utterly dissapointed that | traded my 06 in for this one and 1old them the day the beep went off that if it was electrical 1
didn’t want to go on with the car. because 1 got the car on Sat and get it back Lo get rid of the beep they said I could no lenger
return it under contract.

Thave been nice. friendty. and until today very understanding but T want my A!Rbags and since 'm paying 330 a month for &
years Twould like a new car that works.

Please i you could find SOMEONE who would help me get this car lixed correctly and 1 am unwilling 1o go back to Wiltiams
Delray after another conversation today about poorly sitling PASSengers, it would make me so happy.

Pwould not have waited so long but 1 honestly gave up for a while | was so tired of ealling and getting the same answers.
Eiustwant s P'mopaving Tor o new. warking velicle thatis ~afie. This one isn'lsatfe Tor ANY O T pn P.-‘!SASX-W__-‘-t Al

Vloved my other Kia! As a matter of act this is the [irst car that ] have EVER replaced with the same car Foved it 5o much.
Sincerelv.

FEEPHONE LOG 09022008 02:34 PM US Mountain Standard Time JBaty Action Type:Oueoing cail
I Calting 1o follow up on a serviee case indicating there is a problem with veh that has not been resolved.
2. Calling 10 see it we can be of assistance.

3. Please call back.

4. Provided case number & contact info.

TTECOMMIT 09°04.2068 1118 AM U'S Mowntain Standasd Time fBaty Action Type:Callback Required

¥ PHONE LOG 09/64/2008 11:18 AM US Mounmain Standard Time IBaty Action Type:Qutgoing call
Writer called customer wheo stated:

1. Big concern is the Sorento A TR bay ligh
2, No matter who sits there. the light comes on

3. Srv myr always says the problem is with the PASSeugers and the way they sit




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 3
I ) First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage
I KNDID735385 N K 1492967 7.330
Bowvnton Beach, Fl_- Prod. Date:  6/11/07 Dealer: FLO%0  West Palm Beach Kia

5. Radio volume goes down unpredictably.

6. ATR conditioner blower also becomes weaker at times.
7. Tam convinced this vehicle has multiple electrical problems

8. The AR conditioner on my 2008 makes a lot noise that my 2006 never did.
9. There can't be thal much difference between the 2006 and the 2008
10. P have made an appointment with West Palm Kia for tomorrow.

Writer stated:
1. Will follow up with dlr tomaorrow

*#¥ PHONE LOG 09/05/2008 10:46 AM US Mountain Standard Time JBaty Action Type:Outgoing call
Writer called Delray Kia and spoke 1o srv mgr. Vinee who stated:

1. Customer had an clectrical problem with door chime and door ajar

2. Last in on May 21st for tapping noise that was asscssed at normal.

. . ¥
3. Had complaint about oCcs light.  Showed her in manual how HCS works.

*** PHONE LOG 09/05/2608 10:52 AM US Mountatn Standard Time JBatv Action Type:Qutgoing call
Callled West Palm Kia and spoke 10 srv. adv. Kathy who stated:

{. Veh is not here

2. Veh has never been here

3. No appointiments are scheduled for this vehicle.

*E PHONE LOG 09/05/2008 10:36 AM US Mountain Standard Time JBary Action Type:Quigoing call
Wiiier called customer and stated;

Fotave cheched with dbe imdd Sound than sear volris son i For sersviee todiy

2 Please call wriier when you schedule an appt.

3. Gave case number, writer's name and contact info
4. Closing case pending contact [ron customer.

= CASE CLOSE 09/05/2008 1¢:56 AM U'S Mouniain Standaid Time 13an

##* PHONE LOG 0%/09/26G08 10:42 AM US Mountain Standard Time JBaty Action Type:Incoming call
Customer feft VM stating:
1. Call me,

T PHONE LOG 09/09/2008 10:44 AM US Mountain Standard Time JBaty Action Type:Quigoing call
Wrier returned call to customer and siated:
{. Returning vour call

Cusiomer stated:
1. Sevomgr JT at West Palm Kia buih my confidence
2 He stated that he can take care of all the issues.



Kia Motors America
Consumer Aff4IRs Department

Page 3 of 3

Last name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileape
knnin735385 N K1492067  7.330
Boynion Beach. 7L [ Prod. Date_ 6/11/07 Dealer: FLO90 West Palm Beach Kia

*+* PHONE LOG 09/09/2008 10:50 AM US Mountain Standard Time JBaty Action Type:Quigoing call
Writer called service at West Palm Kia and spoke to srv mgr J.T, who stated:

L. Veh is in dhrship tor service

2 Have put A/C compressor hub in for noisc from A/C

3. Took care of carpeting issue

4. Dwiving 11 trying to get hesitation issue to duplicale.

*** PHONE LOG 09/0%/2008 10:53 AM US Mountain Standard Time JBaty Action Type:Incoming call
Writer called customer and stated:

L. LT, said he is making good progress on your vehicle

2 Have put A/C compressor hub in for noise from A/C

3. Took care of carpeting issue

4. Mechanics are currently test driving it trying to get hesitation issue to duplicate.

5. LT, stated that he will call you with an_update later today.

Customer stated:
1. Fhanks for the information.

¥ PHONE LOG 09/10/2008 10:42 AM U'S Mountain Standard Time JBaty Action Type:Outgaing call
Wiiter called customer and stated:
1. Checking on vehicle

Customer stated:
1. Fverything is great.
2. an dlrship seems o be able 10 10ke care of cvervthing

Writer stated:
I Excelleni.  Please call again il have further problems.

FE CASE CLOSE 091072008 10:43 AM US Mountain Standard Time 1Baly




Kia Motors Americs
Consumer Aff4IRs Department

Page | of 10
Last name First name VIN of 2008 SORENTO 1.X 4X2 Case Number  Mileage
- kool . st o
Boca Raton, FL- Prod. Date:  5/8/07 Dealer: NY007  Kia of Middletown
Case [listory Complait o AFR accicronea

*** PHONE LOG 05/08/2008 12:48 PM US Mountain Standard Time SHolman
CALLER STATES:
i. JUSTLLFT WILLIAMS KIA TN FLORIDA

SEAT BELT LIGHT/ ATR BAG LIGHT KEEPS COMING ON AND OFF

THEY WERE SUPPOSED JO CHANGE THE SEAT BUT DIDN'T HAVE THE SEAT IN STOCK

SOMETHING TO DO WITH THE PARAMETER OF THE SEAT IS WHAT MECHANIC SAYS IS THE PROBLEM

ALSO. 1 HAVE ROOF RACKS THAT GO UP AND DOWN. THE ROOF RACK I ORDERED IS SUPPOSED TO GO
ACROSS - FL09Y SAID THEY ORDERED THE CORRECT ROOF RACK AND ARE AWAJTING ITS ARRIVAL

6. THE DEALER DOES TRY TO CORRECT MY PROBLEMS BUT | AM STH.L. HAVING PROBLEMS

7. TLOVE THE CAR, BUT THE SEAT BELT LIGHT 1S ERRATIC

PR

WRITER STATES:

i. APOLOGIZE

2. I'WILL NEED TO CALIL THE DEALERSHIP TO FIND QUT WHAT IS GOING ON AND TO SEE WHAT CAN BE
DONE

CALLER STATLS:
1. WILL YOU CALL ME BACK TO LET ME KNOW?
2. ALSO.WHEN YOU CALL FLO99. WILL YOU ALSO CHECK ON THE ROOF RACK FOR ME?

WRITER STATES:
I, YESTWILL CALL YOU BACK AND 1 WILL CHECK ON THE ROOF RACK FOR YOU AS WELL

T PHONE LOG 05/09/2008 0R:49 AM US Mountain Standard Time SHolman Action Type:Qutgaing call

WRITER CALLED FLO99 AND STATED:

1. CALLING ABOUT CUSTOMER'S ROOF RACK AND AJRBAG LIGHT/ SEATBELT LIGHT ISSUL/ SEAT ISSUE
2. CUSTOMER SAID YOU ALL COULDN'T FIX THE PROBLEM AND YOU ALIL DIDN'T HAVE THE SEAT?

VINCE, SVC MGR. STATED:
. HE HAS AN OGS LIGHT ISSUE. IT DOESN'T FUNCTION PROPERLY
2. THEY DONT MAKE CROSS BARS FOR 2008 SORENTOS. THE CROSS BARS WERE FOR THE OLDER MODELS.
IF IS SOMETHING KiA 1S
LOOKING INTO AND IS WORKING ON
3. SPOKE TO BAYLESS ABOUT I'T. THERE 18 A TECH CASE ON Y. SPOKE TO DOCK TECH AS WIELL
4. THERE IS NOTHING WE CAN DO AS OF YET BUT TECH 1S WORKING ON 1T
30 THEFRE IS NOTHING WRONG WITH THE CAR THE QOCS 1WGHT 1S HIST A PROBLEM. YOU FAVE TO ST JUST
SO IN THLE SEAT. IF YOU MOVE
EVEN A LITTLE BIT. T WILL THROW [T OFF

#% PHONE LOG 03/0%2008 08:35 AM US Maountain Standard Time Sllotman Action Type:Ougoing eall
WRITER CALLED CUSTOMLER AND THIZ NUMBER LISTED 1S INCORRECY

©PHONE TOG 03,09, 2008 107 AM US Mounton Stundurd Time Siohnae Action 1y pe Uutgoing cull
WRITER CALLED | svox: o vrs. I ~ ) S7TATED:
I. CALLING TO GIVE YOU ALL THE UPDATE ON YOUR CAR
2. THE HORIZONTAL RACKS WERE MADE FOR THE OLDER CARS NOT THE NEWER ONES WHICH 1S WHY
YOUR RACKS ARE VERTICAL
3. HORIZONTAL RACKS ARE ON ORDER BUT MAY TAKE A WHILE TO COME IN

AW I e e cn L e v i e e e e m e e e e e s v m e v e e e

—



Kia Motors America

Consumer Aff4IRs Department Page 2 of 10

Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileape

] KNDJD73558 SN K1445224 10,000

Boca Raton, FL - Prod. Date:  5/8/07 Dealer; NY007  Kia of Middletown

ON THE PROBLEM, AS OF NOW
FHERE IS NOT A FIX FOR 1T, BUT AGAIN. THEY ARE ACTIVELY WORKING ON A SOLUTION

MRS NG A TS
. WE ARE VERY CONCERNED ABOUT THIS LIGHT
2. WE ARE DRIVING FROM FLORIDA TO NEW YORK AND WE DON'T FEEL VERY SAFE IN THIS CAR RIGHT
NOwW wITH THE OQCS LiGHT
PROBLEM

WRITER STATES:

. 1AM GOING TO FORWARD YOUR CASE TO OUR REGIONAL OFFICE SO THAT THEY ARE AWARE OF THE
PROBLEM

2. WE ARE GOING TO TRY TO GET THIS FIXED AS SOON AS WE CAN

*** NOTES 05/09/2008 10:49 AM US Mountain Standard Time SHolman Action Type:Manager review
FORWARD FOR:
1. REVIEW OF CASE NOTES

2. OCS LIGHT PROBLEM. CURRENTLY NO FiX FOR THE PROBLEM

3. PLEASE CALL CUSTOMER WITHIN 72 BUSINESS HOURS FOR AN UPDATE

4. CUSTOMER IS TRAVELLING FROM FLORIDA TO NEW YORK SOON AND 1S CONCERNED AROUT THE
SAFETY OF THE VEHICLE

TEENOTES 05/12/2008 03:15 PM Castern Dayiight Time OSprague Action Type:Manager review
Writer catled nuwmber referenced in the case notes _
L. Number has been temporarily disconnecied at the request of the customer

Writer left message on phone number listed in Clarif stating:
2. Ifthis is the correct number 1o customer please call back to discuss your concerns
Writer spohe 1o TER £18mithy rezarding OCS concem on 2008 Sorento:

1. Are you awarc of a JCS problem on the 2008 Sorento

FTR stated:

L. Depending on the prod date. the updated reflash may need 10 be done
2. Fean go to this dealer on Tuesday (5/13) or Thursdav (3/15)

Writer will send letter to customer stating:

Lo Prease call it vou are stifl in F1 so we can sehedole the QCS vettash
CASE PENDING CALL BACK FROM CUSTOMER

A NOTLES 05/12/2008 03:29 PM Eastern Daylight Time OSprague Action Type: Manager review
I. There is a F1. and NY addrexs referenced in Clarify

2. Writer wilk send letier 1o both addresses requesting a calt hack 1o discuss OCY Hight concern
CASE PENDING CUSTOMIER RESPONSE

FEENOTES 03:16:2008 04:32 PM Easttern Davlight Time (OSprague Action Type:Manager review
1. Lewter sent o FL address was reterned “undehiverable”

2o Leter sent to NY address has notl been retumed

CASE PENDING CALL BACK FROM CUSTOMER
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Last name First name VIN of 2008 SORENTO 1.X 4X2 Case Number Mileage

] I kKNDID73558 SN K1445224 10,000
Boca Raton, FL- Prod. Date: 5/8/07 Dealer: NY007  Kia of Middletown

*** CASE CLOSE 07/08/2008 08:52 AM US Mouniain Standard Time JHirshfield
tread review -JH

#HE NOTES 07/31/2008 07-43 AM US Mountain Standard Time Kdohnson Action Type:Manager review
Notes copied from K1473531:

*** NOTES 07/17/2008 12:27 PM US Mountain Standard Time KJohnson Action Type:Manager review
Writer notes:

K143849 was created w/ VIN of customer’s previous vehicle, and was case number provided by customer.

All current complaints (OCS and Brakes) apply te 2008 Sorento.
New case created; K1473531

Ki473531 is duplicate case to K1445224

All case notes for 2008 Sorento now consolidated in K1445224

¥ PHONE LOG 07/17/2008 12:30 PM US Mountain Standard Time KJohnson
Notes from K 1437481, which was created under VIN for customer's prior vehicle.

*** PHONE LOG 04/212008 08:12 AM UiS Mountain Siandard Time CCummins
CUSTOMER STATES

AIRBAG LIGHT KEEPS COMING ON AND HAS BEEN REPATRED 2X ALREADY

VEHICLE IS AT MY HOME

SPOKE WITH VINCE, SVC MGR. WHO STATES HE IS WAITING FOR KIA TO RESOLVE THIS ISSUE
CAN TAKE IT BACK TO THE DEALERSHIP (FLO99) ANYTIME

FAM GETTING READY TO LEAVE IN MAY TO GO HOME AND WANT TIH VEFICT E FINED

'1|4=.'....|N_—'

WRITER STATES

1. APOLOGIZED FOR THE SITUATION

2. ADVISED THAT WRITER WOULD HAVE TO SPEAK WITH SVC MGR AND SEE HOW TO RESOILVE THE
PROBI EM

-

3. PROVIDED CASE # AND ADVISED WOULD CALL CUSTOMER BACK WITH ANY INFORMATION

“** PHONE LOG 04/22/2008 01:17 PM US Mountain Standard Time CCummins Action Type:Ouigoing call
WRITER STATES

L. SPORL WITH VINCE, SVC MGR. FLO99, ON STATUS OF THE ATRBAG LIGHT

20 WHAT ACTION HAS BEEN TAKEN TO RESOLVE THIS ISSUE?

DEALER STATES

b THE SEAT HAS BIEN RI PROGRANMMED AND FHAT DID NOT FIN THISSTT

2. HAVESENT AN E-MAIL TO THE DPSM. PIHIL BAVLESS BUT HAVE NOTHEARD BACK FROM HIM SINCE
VESTLRDAY

3. AM AWARE CUSTOMER IS LEAVING FOR HOME IN MAY AND IS LEERY ABOVIT DRIVING THE VEHICLE BU
DO NOT HAVE A FIX YET
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
- cnomrssssSH  Kieasma 10,000
Boca Raton, FI - Prod. Date:  5/8/07 Dealer: NY007  Kia of Middletown

WRITER STATES
SPOKE WITH PHIL BAYLESS, DPSM REGARDING A TRBAG LIGHT PROBLEM

1
2. ALSO CONFERENCED IN VINCE, SVC MGR AT FL099
3. LISTENED TO THE CONVERSATION BETWEEN DPSM AND SVC MGR

DIALLR SPEAKING WITH DPSM

THE OCS HAS BEEN FLASHED ONCE ALREADY

THE LATEST UPDATE HAS BEEN DONE

WE HAVE NOT BEEN ABLE TO DUPLICATE THEE PROBLEM AT THIS TIME

CUSTOMER (MR IR 1 DICATES THIS IS NOT A RECURRING PROBLEM BUT LIGHT WILL COME ON

WHILE DRIVING AND SOMEONE IS SITTING IN THE P4SSENGER STAT

5. CAN CHECK THE VEHICLE AGAIN. SO IF CUSTOMER CAN BRING VEHICLE BACK WE WILL RUN THE TESTS
ON IT AGAIN

6. ALSO WHAT ABOUT THE RAILS FOR THE VEHICLE?

B b -

DPSM STATES

1. 1F THE LATEST UPDATE 1S DONE AND THE PROBLEM CANNOT BE DUPLICATED THEN NOTHING MORE
CAN BE DONE

2. THE RAILS ARE NOT AVAILABLE CURRENTLY BUT I AM WORKING ON TRYING TO GET THEM AS SOON AS
POSSIBLE

WRITER STATES

1. IS THERE ANYTHING MORE THAT I NEED TO NOTE

2. WASTOLD BY VINCE. S$VC MGR TO [IAVE THE CUSTOMER BRING VEHICLE BACK IN AND (IL099) WILL
RECHECK THE ATRBAG LIGHT

3. THE DPSM ASKED IF WRITER COULD ADVISE MR GOLDSTEIN ABOUT TTIE RAIL SITUATION

4. WRITER STATES YHAT THE CUSTOMER WOULD BE CONTACTED AND INFORMATION RELAYED

*EE PHONE LOG 04/24/2008 10:49 AM US Moumnain Standard Time CCummins Action Tvpe:Quigoing call

WRITER §TATES

1. SPOKE WITH MR [ w17+ REGARDS 1O THE ATRBAG LIGHT

2. ADVISED THE ARFA REP INDICATED TIAT THERF WAS NO MORE FHAT COULD BE DONE 70 RESOLVE
Trit ATRBAG 1LIGHT SITUATION

3. ADVISED THE ROOF RAILS ARE NOT AVAILABLE BUT THE AREA REP 1S TRYING TO LOCATE TIEM FOR
THE CUSTOMER

4. ADVISED VINCL. $VU MGR. (FL0O99) WOULD BE GLAD TO RUN THE DIAGNOSTICS AGAIN FOR THLE
CUSTOMER

5. ADVISED CALLING KCC IF FURTHER ASSISTANCE IS REQUIRED

CUSTOMER STATES
1. OKAY THE NEXT TIMIE T CAN T WILL TAKYE TO THE DEALERSHIP

EEECASE CLOSE 0/24:2008 10:30 AM U8 Mowntain Stndard e CCumming

EE CASE CLOSE 07/082008 61:19 PM US Mountuin Standard Time JHirshfield
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] ] KNDID735585 N K1445224 10,000
Boca Raton. FL I Prod. Date:  5/8/07 Dealer: NYOO7 Kia of Middletown

*** PHONL: LOG 07/17/2008 12:16 PM US Mountain Standard Time Klolnson Action Type:Incoming calt
Customer stated:

! -1 had to get the brake rotors resurfaced at TOK. and they told me the rotors were only warranied for 12/12
2 - Am I going to have to have this done every 10K?

3 - That has got 10 be some kind of defect

4-The OCS light is better, but still not working correctly
$ - Sometimes my wifc has to get off the seat ard then sit back down to activate the S

6 - Other times we are driving down the road and the ocs light comes on

Writer stated:

1 - Apologized

2 - Make appt at Kia dIr and CB w/ appt time

3 - This office will follow up when veh at dir to involve all of Kia's diagnostic and technical resources
4 - Provided new case nuimber***

Customer stated:
1 - Thank you.

¥ CASE CLOSE 07/17/2008 12:30 PM US Mountain Standard Time Klohnson

*EE PHONE LOG 07/18/2008 06:33 AM US Mountain Standard Time SLarez Action Type:Incoming calt

CUSTOMER CALLED BACK

CUSTOMER STATES.

LTAMONLLING BECAUSE FMADL THU APPOININIE N TH DEAT PRSP WD LAY D CAR ON THE 24711
O THI> MON L (JULY)

2 I WANTED TO LET KAREN KNOW BECAUSE SHE TOLD MFE TO.

WRITER STATES.

LoEWILL BE OFF ONTHE 23RD 24TH. AND 25TH.

2 TWOULD OFFER TO ASSIST YOU HOWEVER 1 WILL NOT BE HERE WIHEN THIE CAR IS IN THIE STHIOP.
THEREFORL. | WILL GET YOU BACK TO KAREN,

WRITER TRANSFERRED TO KARENS V.M.

FEECASE CLOSE 077182008 06:34 AM US Mountain Suandard Time Slarer

T PHONT FOG 07122008 07:03 AN US Mountain Stoadard Tie THoron Vetien Typertneoming el
CUSTOMER ADVISED

11 WOULD LIKE TO SPEAK WITH KAREN
2ITRIED HER EXT AND T DIDNT GO THRU
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] KNDID735585 N K1445224 10,000
Boca Raton, FL - Prod. Date:  5/8/07 Dealer; NYOO7 Kia of Middletown

1 WARM TRANSTFERRED TO (KJOHNSON)

*** PHONE LOG 07/18/2008 07:06 AM US Mountain Standard Time KJiohnson Action Type:Incoming cail
Customer catled

Writer stated:

1 - Already in calendar for 241h; FCM Steve not onty documented notes. but gave wir post-it 1o netify

2 - On intermittent complaint, cannot guarantee fix, but do guarantee that writer will involve as many of Kia's resources as
possible

Customer stated:
1-0K

ENOTES WITH COMMITMENT 07/18/2008 07:07 AM US Mountain Standard Time Klohnson Action Type:Manager review

*** CASE CLOSE 07/18/2008 07:08 AM US Mountain Standard Fime KJohnson

** PHONE LOG 07/20/2008 0%:06 AM 115 Mountain Standard Time Klohnson Action Tvpe:Incoming call
on 7/28 customer lett VM stating:

1 - Amaking vehicle in 7/31

2 -1 got sick last week

3 - Please CT o | R

*#*NOTES 07/31/2008 07:51 AM US Mountain Standard Time Klohnson Action Tvpe:Manager review
Writer notes: UNTANGLING TTHE CASE NOS,

Customer called inand give K1438491 as case no.

This case no. had been ervencously crested w/ customer's prior veh,

Wrider created new case. K147353 1. w/ conect VEN,

U'pon updating case. wir discovered pre-existing case on same issue and consolidated them all under K1445224

*#* PHONE LOG 07/31/2008 07:537 AM U'S Mountain Standard Time KJohnsen Action Tvpe:Quigoing call
Called dhrshp and SVOM Terb stated:

I - Vel is here and OUND

- llave opened 1ech case

3 - FEvervthing checks out.

T PHONE LOG 07/312008 08:13 AM US Mountain Standard Time Klohnson Action Type:Outgoing calt
Called DPSM Tom Nassar. who stated:

1 - Get wife into dlrshp

2 - Tell Herb 1o read owner's manual
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] kNDID735585 N K1445224 10,000
Boca Raton, FI_- Prod. Date: 3/84)7 Dealer: NY007  Kia of Middletown

*** PHONE LOG 07/31/2008 08:14 AM US Mountain Standard Time Klohnson Action Type:Qutgoing call
Called customer and left VM requesting CB @ 46041

*** PHONE LOG 07/31/2008 08:29 AM US Mountain Standard Time KJohason Action Type:Outgoing call
Calted dirshp:

I - Customer not at dlrshp; in loaner

2 - SVCM Herb not available

Writer stated 1o SA Scott:
I - Per DPSM, have customer come in w/ wife and lestdrive w/ SYCM in back seat

2 - Review owner's manual. which has 15 pp on ocCs syslem
3 - wir left msg w/ customer w/ this request: does not have customer cell number

Scoll stated:

1 - Have cell number and

2 - ilave case number K1473531
3 - Am working w/ customer

Writer stated:

V- FYL ax of this am evervthing consolidated in K1445224

PHONE [L.OG 08/01/2008 08:07 AM US Mauniain Standard Time KJohnson Aciion Type:Dutgoing call
Called dlr: no ans. no VM in sve

FECPHHONE TOGOS 01 2008 U847 AN US Nownian Semdard Fime Kolinson Action Iy pethicomng el
Customer lefl VM stating:

b - A seat s on order. but this is the 41h time I've had 1o ke the car in

2 - The deaier didn't believe me unttl they saw it with their own eyes

3 - Please €8 ¢ | N

FEEPHONE 1.OG 08/01/2008 09:12 AM US Mountain Standard Time Klohnson Action Tvpe:Outgeing call
Caled customer stated:
| - Happy were able to duplicate problem
2 - Writer escalating case to regional office because of nuinber of atiempts
3 - Someone should contact you in 2 business days
-+ - Duab address has ereated some confusion in our lies
5= Wapt 1o get on file once and for all;
New Yok address:

Monticello. NY I
FHlome phone no G

Floricla address

[
Boca Roton, FL TG

Home phone io:
Wile cell number (always
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] kNDID735585 N K 1445224 10,000
Boca Rawon. FL- Prod. Date: 5/8/07 Dealer: NYOO7  Kia of Middletown

Husband cell mumber (sometimes on)_

Customer stated:
1 - Thank vou.

**% NOTES 08/01/2008 09:15 AM US Mountain Standard Time KJohnson Action Type:Manager review
Writer dispatching 1o Eastern Region
{a) to assist determination
(b) for early intervention
{c) to contact customer {sce contact information 2t end of notes)
Because
1 - 2008 Sorento. 10K

2 - Repeat complaints on (MCS: veflash did not resolve
3 - DPSM has been involved

Other notes:
I - 3 separate cases on same issue now consotidated into this one
2 - Customer lives i both NY and FL: both address and phone nos. now in case notes

¥ NOTES 08/01/2008 09:16 AM US Mountain Standard Time KJohnson Action Type:Manager review
Addutional notes for dispaich:
b= Wir has tred unsuccessfully o reach div 5 (1) times this meming for this and other cases 1 confirm diagnosis

i EMAIL OUT _ Klohnson Action Type:External email
Send to:[ TNassarfkiausa.com)|

Koren o 604

No need to CB. Have dispaiched.

You have been sent 2 Kia Consumer Assistance Casc for vour reference and action as may be noted inthe Case. 1171 has been
Sent o vou in errar, please natify the Kin Consumer AT TR s Depi.ar 949,468 4619 AND delete this email.

The attached Casc is the exclusive property of Kia Molors America and is a Confidential And Proprietary document. It is nat to be
distributed or dixseminated 1o any thivd party without 1he express written consent of Kia Motors Amcerica.

- File Auachment: \\c()pubs\('inrii"‘\:OBJ\('A_Allachmcms\Sendl-li.\‘tmy\(‘asegl(l445224_](.]0!“15011708-0}—2008 10101 6.doc»

FEEPORWAR OR/01/2008 H):26 AM Pacilic Davhight Time MPterfer

ek PHONE LOG 08/04/2008 12:49 PM US Mountain Standard Time KJohnson Action Type:incoming call
Customer siated:

[ - Now they want me o bring i back o repeagram

2 - They've done this twice beture: t doesn't do anything

T Tha think aae e fegat



Kia Motors America

Consumer Aff4/Rs Department Page 9ot 10

Last name First_nanie VIN of 2008 SORENTO LX 4X2 Case Number Milgage

] kNDID73558 5N K 1445224 10,000
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4 - 1'm getting pretty agpravated

Writer stated:
1 - David Drayman has responsibility for your case now

Writer warm-transferred case to RCAA David

*** PHONE 1.0OG 08/04/2008 04:01 PM Castern Daylight Time DDrayman Action Tvpe:Incoming call
CUST

1. WHEN SPOUSE SITS IN SEAT STILL INTERMITTENT S LIGHT ISSUES

2. DLR HAS VERF W/ A KIA REP THERE

3. CUST THINKS NEW SEAT WILL FIX ISSUE THINKS PROBLEM IS IN THE SEAT.

WRITER
1. DPSM 1S ON VACATION THIS WEEK
2.LET ME MAKE SOME CALLS TO SM AND FTR TG SEE WHAT CAN BE DONE

* PHONE LOG 08/06/2008 02:38 PM Eastern Daylight Time DDrayman Action Type:Incommg catl
WRITER LVM MSG FOR SM AT NYQ07

**% PHONE LOG 08/06/2008 02:41 PM Eastern Daylight Time DDrayman Action Typelncoming call
WRITER LVM MSG FOR CUST

F*E PHONE LOG 08/08/2008 08:40 AM Eastern Daylight Time DDrayman Action Type:lncoming call

NYNOOT HERB IN SVEC DEPT LEIT WRITER VM

Lokl ] MSG S THEY CAN ONLY DUP QCS MavYBi UL OF 30 dIvikS THEY FIAVE DUNE REFLASH. REALLY
DONT KNOW WHAT ELSE TO DO

2FTR AND OTHER DLRS HAVE LOOKEDR AT THIS MULTIPLE TIMES AND MANY CND RESULTS

FEELMANL OUTT_ DDrayman Action Type:Xxtemal! email
Send to:f Nassar, Thomas [KMA])
You have been sent a Kia Consumer Assistance Case for vour reference and action as may be noted i the Case. H it has been

sCt 1o you in error, please notily the Kia Consumer AfEAS R Dept. al 949.468.4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is 2 Confidential And Proprietary document. It ix not to be
distributed or disseminated 1o any third pany without the express wrinten consent of Kia Motors Ameriez,

File Aziachment: VeopubsiClarifiyOBRC A Awachments Sendd oy Case_KT-4H45224. DDravman_ 08-11-20081 1 1822 doe .-

T PHONE TOG OR7TE2008 04:26 PM Faxtem Doy licht Time DDravman Actien Topetineeming co?
DPSM TOM AMD SV MGR DAVE AT NY0O7 CONF CALL

I WILL ORDER SEAT CUSHION ASSEMBLY AND DO CHECK THAT REFLASH 1S UPDATED
2.NYUOT WILL CALL CUST AND SCHED AN APPOINTMEN |
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*** PHONE LOG 08/13/2008 01:38 PM Eastern Baylight Time DBrayman Action Type:Incoming call
CUST

1. HASN'T HCARD FROM DEALER YET
2. WILL CALL ME BACK IF DOESN"F HEAR FROM DEALER IN 7-10 DYAS

WRITER
L ADV I WAS ON PHONE W/DLR AND DPSM AND AUTH WAS GIVEN TO ORDER NEW SEAT BOTTOM FOR

PASS SEAT DLR 1S TO CALL U WHEN PART COMES IN
2. CALL ME BACK IF U DO NOT HEAR BACK FROM DIR

#rE CAQE C1OKF OR/13/2008 0200 PM Fastern Daviioht Tome DDravman
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KNDIC735285 K 1622627 8,000

Randolph. MA ! Prod. Date:  11/8/07 Dealer: MAOO6  Quirk Kia

Case History Complaint Other

*** PHONE LOG 07/29/2009 03:21 PM US Mountain Standard Time BWilliams
Customer states:

. Received recall notice for PASScngcrA]Rbag indicator.

- Took it to dealer for MAQOG, but indicator never worked correctly.

T N

. Took it back today for rcpA]R but conceen is not resolved.

o~

. Planning on going on vacation tomorrow bul wife does not want o be in a car with the AIRbags off.
. Did not want to call dealership tenight.
. How can | get this concern resolved?

[NV ]

Writer states:

1. Apologized for problem.

2. Advised customer should call MAGO6 in the moming 1o reiterate concern.

3. Advised customer to callback wher vehicle is at MADO6 so we can make sure all resources are involved.

Customer states:
1. Lwill take it back in tomarrow morning.
2. Pwilt call back when 1 get there.

**% CASE CLOSE 07/29/2009 03:21 PM US Mountain Standard Time BWilliams

“E PHONLE LOG 07/30/2009 04:57 AM US Mountain Standard Time RHall Action Type:Incoming cali
called

FEwas supposcd g0 cail back when the vehiele i acthe dh

2 1 am really concerned because | am supposed to ga on vacation mn an hour

3 1want my car 1o be lixed ! my wife wants the Athags 1o work!

wel stated

o apologized. KMA would like to oversee the repAlR of your veh and help the dhv exhaust all resewrees to help rcpAlR
your veh

2. Kia will follow up with the dir and contact you with any new information as =oon as it is availahic

EE PHONE LOG O7/30/2000 04:39 AM US Mountain Standard Time REall Action Type:Ouruoing call
wrt called 1o speak 19 Sve Ken

I Caliing to get divagnosis and rcpAlR histoiy

Ken stated

1 On 7429 - AIRbag light on - we tound no codes. checked systemr and cheek ok- advised customer must be sitling in seat
correctly squrely

2 May (9- AIRbag light on- completed ocs reprogramming for Ad Rbag liglhe

3 Thatis all L am showing for history :

4 We have the vehicle in 1eh shop but a tech has not started working on it vet but we will get to i soon
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*** PHONE LOG 07/31/2009 11:07 AM US Mountain Standard Time RHall Action Type:Qutgoing call
wrt catled to speak to sve mgr- not available - spoke to T

1 calling to get diagnosis and repA]R status

T} stated

I The customer has the vehicle back repAIRcd
2 But the RO is closed so only mgrs can access that
3 Call back sve mgr Mark in about 30 mins

*** PHONE LOG 08/04/2009 05:31 AM US Mountain Standard Time RHall Action Type:Qutgoing call
wrt called 1o speak 1o sve Chuck

I calling to find out it .- repAIRed

Chuck stated
I Vehicle is operating as designed. Shop Foreman explained 1o the customer
2 1 will have Tay call you back with more details about this

#** PHONE 1.OG 08/05/2009 08:11 AM US Mountain Standard Time RHall Action Type:Outgoing catl
wit called 1o speak 10 Sve Mgr fay-- Lett message with Robin for $Ve mgr to call back wrt

#*% PHONE LOG 08/06/2009 06:27 AM US Mountain Standard Time RHall Action Type:Outgomg call
wrt called to speak 1o Sve Myr -not available- spoke 1o Stan

eutling 1o pet |'L'Pl4 IR «anes

Stan stated

1 checked the system with the tech and lound no mfr defects or concerns

2 PASSengerAthag light was not recognizing when his wife sits in the seat
3 Everytime 1ot in and ow of the seat the gin worked us designed

4 1 showed that w the customer and he dros e ol Tapp

FE PHONE LOG 08/06/2009 06:33 AM US Mountain Standard Time RHall Action Type:Outgoing call
wrt catled 1o speak 10 it

[ This is KMA follow ing up 1o see how velris performing?

2any further questions or concerns, please cb wit at 1-800, case

I - <

tvehicle.d IR[).!; works abog MO 05 e
2 1tis only when my wife sits in n

3 But for the most pari is is working greal

wrl stated
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3 Dlr checked AIRbag system and tfound no defects

4 It you have any further concerns. please cb wrt

M I s ed

1 Ok 1 will thanks for catling
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Case History Complaint ., JTR Accicrance

*** PHONE LOG 12/09/2008 08:58 AM US Mountain Standard Time UValencia
800# VM DONALD APPLEBERG FROM NJO03

.- 2007 SORENTO

2.

3- AIRBAG 1IGITT STAYS ON WHEN SOME ONE SEATS ON PASSENGER SIDE

4.- THIS IS THE 3RD TIME

5.- THERE iS A REFLASH. WE PERFORMED THAT

6.- I'T SEEMS TO BE WORKING. BUT SINCE THIS 1S THE 3RD TIME § WANTED TO REPCRT IT

¥ PHONE LOG 12/0%/2008 02:11 PM US Mountain Standard Time UValencia Action Type:QOutgoing call
WRT CALLED DONALD AT NJOO3

1.- CALLING BACK ABOUT SVC ALERT VM

2.- WHAT'S THE STATUS OF VEHICLE?

3.- CAN CALLER PROVIDE PH#?

4.- THANKED DAN FOR UPDATE

CALLER STATES

1.- THE VEHICLE HAD BEEN HERE TWICE BEFORE,

2.- THERE IS A NEW REPROGRAM THAT WE DID

31T SEEMS TO BE WORKING OK NOW

.- CSTLEFT. THEY NEVER LEFT VEHICLE HERE. THEY WAITED FOR
5.- BUT EREPORTED IT BECAUSE IT WAS REPEATED

6.- PROVIDED CST Pi#

FEE PHONE LOG 12/09/2008 02:19 PM US Mountain Standard Time UValencia Action Type:Outgoing call
WRECAPFED NS GONZALFZ WRT LVM REQUESTING A CALTBACK. PRONVIDEIY € s AN CONTACT
INFORMATION

R PHONE LOG 12710/2008 08:05 AM US Mountain Standard Time UValencia Action Type:Omgoine call
WRT CALLED MR )

Lo CALLING ABOUT RECENT REPATR

2. APOLOGIZED. WRT AWARE THAT THIS 1S THE 3RD TIME

3.- GLAD TO HEAR THAT 1S WORKING FINE S0 FAR

4 - PROVIDED CASE# AND CONTACT INFORMATION

S- ADVISE TO CALLBACK. IF FURTHER ASSISTANCE 1S NEED IT

0.- WILL NOTE FHAT SVC DEPARTMENT WAS VERY GOOD AND HELPFUL
7- CST THANKED WRT FOR CALLING AND INCORMATION

CNT STATES

F-TWAS THERE YESFERDAY

2.- 530 FAR 50 GOOD

ST TESTED HFTHS MORNING. AND 1T WORKIED

A DANDWATTING FOR THE SURVEY . TO GINVT 1T M ALL H0S
5.- THE GUYS THERE ARE VERY HELPFUL

O.- THANKS FOR CALLING

B CASE CLOSFE 127102008 08:06 AM US Mountain Standard Time U'Valencia
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- ool k096 1125
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FE* CASE CLOSE 01/06/2009 03:42 PM US Mountain Standard Time JHirshfield
Tread AIRbag review -- JH

**¥* CASE CLOSE 01/06/2009 03:44 PM US Mountain Standard Time JHirshfield
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Last _name First_name VIN of 2008 SORENTO 4X2 EX Case Number Mileage

I kndjd 736685 K152897 3,600
Dacula. GA - Prod. Date: 10/1/07 Dealer: GA0S3  Kia Mail of Georgia

Case History Complaint o ATR Accictance

*** PHONE LOG 12/04/2008 12:38 PM US Mountain Standard Time Klehnson
Customer stated:

I - We just bought this veh and need to get an owner's manual

2 - T know we did not get the 10/100 PTW, but warranty did we get?

3 - Sometimes the PASScngcr scat AIRbag is not activating  when 1 sit there

Writer stated:

1 - Apologized

2 - Updated; no open recalls

3 - wis 3/25/08: balance of $/60 L BW/PTW/RS

4 - LBW and PTW cover entire vehicle against factory defects for $/60. except the following:
--- lires are warranted by tire manufacturer. not by Kia
--- battery has 2 year warranty
--- wear items. such as belts, hoses. brake pads, windshield wipers, light bulbs --

things you expect to replace during the life of the veh - have 12/12 warranty

--- paint and audio systems have 3/36 warranty

5 - Follow severe maintenance schedule in owners manual and keep all receipts

6 - Re: OCS. make appt wf Kia dir to be sure system functioning as designed; system is under warrantly
7 - Also. once receive owner's manual, read that section

8-0CS s designed NOT 10 activate if person sitting there is teo small or not sitting properly
9 - Provided

Custamer stated:
1 - Thank vou

FRECASE CLOST 12/04°2008 12:39 PAM 'S Mountain Standard Time K lohnsan

2 CASE CLOSE 01/06/2000 12:43 PM US Mountain Standard Time JHirshfield
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Ransomvitle, NY- Prod. Date:  9/20/06 Dealer: NY022  Northtown Kia
Case History Complaimt g AFR & ceicrance

*** PHONE LOG 03/21/2008 05:22 AM US Mountain Standard Time SLarez Action Type:lncoming call
CUSTOMER STATES.
1. 1AM HAVING ISSUES WITH TIIE CAR.

2. THE PASSENGER SIDE AIR BAG DOES NOT BECOME ACTIVE EVER TIME SOMEONE IS SITING IN THE
SEAT AS IT SHOULD.

3. SOMETIMES IT WILL. WORK AND SOMETIMES IT WONT.

4, WE TOOK THE CAR TO THE DEALERSHIP AND THEY TOLD US THERE 1S NOT ANYTHING WE CAN DO.

WRITLER STATES.

L 1TAM GOING TO HAVE TO CALL THE DEALERSHIP TO SPEAK TO THEM AND THEN GO FORM THERF.

2. WE ARE HERE TO FIX THE CAR AND HONOR THE WARRANTY AND IF THERE IS SOMETHING DEFECTIVE
WITH THE SEAT THEN WE WILL HAVE TO TAKE CARE OF IT.

3.LET ME CALL THEM AND 1 WILL GET BACK TO YOU.

=** PHONIZ LOG 03/21/2008 05:22 AM US Mountain Standard Time SLarez
AIR BAG NOT LIGHT NOT

*** PHONE 1.0G 03/25/2008 07:08 AM US Mountain Standard Time SLarez Action Type:Outgoing call
WRITER CALLLD DEALERSHIP AND LEFT MESSAGE FOR RUSS SERVICE MGR TO CALL BACK .

**+* PHONE LOG 03/25/2008 12:21 PM US Mountain Standard Time Slarez Action Type:Incoming call
RUSS STATES.

FAWE DIDNOT DUPLICATE THE PROBLEM WITH THE AR 5ac on THE PASSTNGER s1bE AR BAG
200 DI TSN ROBERTIOYOE TOSED I THERE ARE ANY REFLASIIES WY (0] FIYDOL ERNOMW LTIE RE WAS
ONI ON THE OPTIMA AND SPECTRA.

3UHAVE NOHAD A LOT OF ISSUES WITH THE PASSENGER sIDE ATR BAGS FOR THE SORENTO.

WRITER STATES.

THERE IS A RFFLASH FOR THE SORENTO HOWEVER THAT FHAS TO GO THROUGH ROBERT JOYCE. | WILL
CALL HIM ABOUT IT.

2. THANK YOLL

= PHONE LOG 03/25/2008 12:26 PM US Mouniain Standard Time SLarez Action Tvpe:OQutgoing call
WRITER CALLED ROBERT ) AND LEFT MIESSAGE FOR A RETURN CALL.

EEEPHONE LOG 83/23/2008 12:40 PM US Mountain Standard Time S)arez Acrion Type:ltcoming catl
WRITER DI GET A TIOLD OF DPSM

ROBLERT STATTES.

LITWHT CALL RUSS AT THE DFEALFERSHIP AND SPEAK TO HHIM ABOUT THIS.

2OHE DI SEND ME AN F-MATLL

JOTWILL DISCUSS IT WITH HIM AND THEN WE CAN GO FROM THERE.
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WHEN THEY HAVE INFORMATION ON WHAT TO DO.
2. FWILL SET A COMMITMENT. TO CHECK ON THE CUSTOMER LATER ON AS WELL,

ROBERT STATES THAT 1S FINE.

*=F PHONE [LOG 05/25/2068 12:42 PM US Mountain Standaré Time SLarez Action Type:Outgoing cal
WRITER CALLED CUSTOMER AND LEFT MESSAGE FOR A RETURN CALL.

*** PHONE L.OG 05/26/2008 §7:48 AM US Mountain Standard Fime Sharez Action Type:Incoming call
WRITER CALLED CUSTOMER AND LEFT MESSAGE FOR A RETURN CALL.

*** PHONT 1.OG 03/26/2008 09:06 AM US Mountain Standard Time TShamburger Action Fype:incoming call
[ M ’
1 dont have case number need to speak 10 Steve

wrl states

1 Steve is at Tunch now.

2 he did leave you a msg.

3 from what notes states he wanted 1o irform vou that the kia rep involved with your cars issue with SM

4 and that Russs will call you 1o inform vou what te do next.

Salvou need 1o speik more 1o Steve on this you swoeedd have toeal him back.

CHALSBLCS

1 that is tine, that 1s great.

2 dont have o speak to STeve call ended.

FPENOQTES 9372072008 09:39 AM U'S Mountain Standard Time SLarez Action Tvpe:Manager review
COMMITMENT SET FOR 4/10 TO CHECK ON STATUS OF THE CASE WITH CUSTOMER,

5 CASE CLOSE 03/26/2008 09:40 AM US Mountain Standard Time SLarez
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Case History Complaint Recall

*#2 PHONY [OG 07/08/2009 09:01 AM US Mountain Standard Time RBriones

Ms stated:

1. Having a problem with PASScngcr scat AIR bag sensor.

2. Vehicle has been at the dealer three times for this problem. .

3. Svc dept had been unable to resolve it

4. Doesn't matter who sits in the seat, the light does not go off.

Got the recall notice and took vehicle into dealer ta have them do that.
Is did not take care of the problem.

Now. [ wm going 1o have to take it back for a fourth time.

Wanl to know what Kia can do to help me.

9. Cant get a rental when | take it back in?

% =

Writer Stated;
1. Apologized for prob.

2. We are here to assist with warranty rep A TR,

3. Gave customer case number and writer's ext number.

4. Advised customer to call us back once vehicle goes back in for sve.

3. We can then work with sve dept to try and resolve concerns.

0. Rental or foaner is not a provision of Kia warranty.

7. Kia docs assist on a casc by case basis.

8. Not likely that rental would be authorized prior to veh being at dealer with diagnosis.

9. Can check on that and call customer back once I have an answer.

*** PHONL LOG 07/10/2009 04:09 PM US Mountain Standard Time RBriones Action Type:Quigoing call
Writer called CA204 and got no answer or vin.

=R PHONE LOG 0741572000 11:02 AM US Mountain Standard Time RBriones Action Type:Outgoing call
Writer called CA204 and Josh in sve stated;

1. Custemer has been in here three times.

2. Firstlwo times. we were not able w duplicate the problem.

300 Thrid thime, we were still nor able to duplicate i but completed recall.

4. Every lime one aof our sve personnet has sat in the seat. the light has gone off.
5. Weeven had a tech that weighs 130 tbs.

0. fteven worked normably with him.

Writer Statedl:
F. Fhanks for the info.

FEEPHONE LOG 077132006 11:00 AM US Mountain Standard Time RBriones Action TypeOuigoing call
Writer cabied DPSM, Robert Leal. and teft vim stating:

Lo Gove writer's name. and ext number.

2 Adv ol custemer name, veh, and dealer.

3. Custemer vehicie been at dealer 3x for ALR bay hight.

4. Advised what Josh i sve stated.

5. Customer wants rental pre authorized so he can leave veh at dealer.
6. Please call back when you get a chance.
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*** EMALNL OUT _ RBriones Action Type:External emaif
Send to:[rleal@kiausa.com)
Robert,

Call me back on this case when you get a chance.

Thanks.
Richard B. ext 46059.

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  If it has been
sent to you in error. please notify the Kia Consumer aftAIRs Dept. at 949.468.4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is 2 Confidential And Proprietary document. It is not to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

<<Fite Attachment: WeopubsiClantiyOBRCA_Anachments\SendHistory\Case_K 1612402 RBriones 07-13-2009115657.doc>>

*#* PHONE LOG 07/13/2009 11:12 AM US Mountain S1andard Time RBriones Action Type:Incoming call
DPSM. Robert Leal, stated:

I. Got your vin.

2. You are right. the answer is no.

3. Pean speak with dealer sbout diagrosing the concorn,

4. Dealer doesn’t need 1o have velicle that lang to diagnose it.

Wriier Stated:
1. Thanks tor the mfo.

= PHONE LOG 0771372009 1116 AM LS Mountamn Siandaed Fime RBriones Action Type:Guigoing call
Writer called customer wnd stated:

b Left nssg on cust's vm.

2. Spoke with DPSM about rental.

3 ANswer was no.

4, Gave case number and 800 number.

5 Cusiomer can call back once vehicle is at desler.

. We can then work with dealer to resclve concerns.

o)

R CASE CLOSE 07/13/2009 11:17 AM U'S Mountain Standard Time RBriones
concermns noted.
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*=* PHONE LOG 12/04/2007 07:.00 AM US Mountain Standard Time CHart
cust called

l. i've had this a little over a month and a half

2. i've had 1o take the veh back 3 times to have it worked on

3. i'm taking it back tommorow to have it werked on again

4. the transmission is acting up on it

5.

the PASSungcrAIRbag sn't working right
6. i'm unhappy with the veh
7. ¥ll have the veh in there tommorow around 8:00
(( I
wH states
1. apologize

2. advised kia will stand behind the warranty and work to repA!R the veh

- wrt can follow up w/ dlrshp in regards to diagnosisfrepAIR
. will call cust when info obtained
. provided caselt and ext

n Lo

cust undersiood -- call ended

¥EEPHONE 1.0G 12/05/2007 12:08 PM US Mountam Stundard Time CHart Action Type:Qutgoing call
called dlrshp -- left VM for SM

1. calling regadinging cust veh

2. please eall wrt back w/ info

3. 1eft 800 and ext

cull ended

¥ PHONE LOG 12/05/2007 12:23 PM US Mountain Standard Time CTlart Action Type:Incoming call
Eric w/ SM dhrshp -- called

I. normal conditions

- operating as novmal if the customer sits in Lthe veh correctly

- there is o surge in the transmission around 40mph

he wmted For the veb to be done

— uaa

wrt thanked e -- call ended

T*EPHONE LOG 12/05/2007 12:25 PM US Mountain Standard Time CHart Action Type:Qutgoing call
called dpsm MMyers

Wl skates

Focalling regarding veh

2. dlr states operating as designed

Jowrhwanted 10 confirm diagnosis

MMyers simes

I. some people cafl i1 a chuggle -- this is normal tor this veh

wil thanked Miviyers -- cail ended
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*** PHONE LOG 12/05/2007 03:08 PM US Mountain Standard Time CHart Action Type:OQutgoing calt
catled cust -- feft VM

1. called regarding veh

2. please call

3. left 800, ext and casc#

call ended

FEENOTES 12/06/2007 07:40 AM US Mountain Standard Time CHart Action Type:Manager review
¥ info from system downtime

Cust called
. calling aboul my case

wrt states

1. apologized

2. followed up w/ dir and dpsm

3. according 10 info obtained - veh operating as designed

cust siates

L. that’s a crock

2. there’s no design for the veh 10 surge at any speed
3. Tneed to tlk to someone else

W1 states
I, apologize
2. advised dpsm confirmed information from dir

Cust stales
Lo ldon't care
2o Pwani o speak v someone ol

Wit siates

L. can forward case 10 appropriate dept

2. advised ne onc can override dpsm decision
{{ cust insistent )}

cust understood - cabl cnded

T NOTES 12/00/2007 07:40 AM US Mountain Standard Time CiHan Action Fype:Manager review
forwarding 10 region Tor funther handling

1. cust called regarding surging in vel and ocCs coming on while driving

2wt followed up wi dir - dlbv selvised OCS operating fine
3. dir alse advised surging normal lor this veh

4. wrt called dpsm - dpsm conlirmed diagnosis

5. cust disagrees w/ response veh operating as designed

6. demanded 10 speak w! someone else

forwarding o vegion T Tezther Bandling aind cosi e coiias 07 4 oh waldple :'cp,’f]R atempts

FAE DIANTIT ) A T A AIANT Vi A L h g e — IR e . v ~ . i
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Whiter catled Eric at TN026 and left a message requesting a calf back.

¥ PHONE LOG £2/10/2007 10:45 AM Eastern Daylight Time YEpps Action Type:Incoming cal}
Eric from TNO26 called writer and stated:

. customer broughi the vehicle in for the PASSengerA]Rbag light and a transmission chuggle.
. my tech showed him how to sit in the seat correctly.

. he CND the transmission coneern.

. first time the vehicle was in tor either of those concerns.

. there were no rcpAIRs made.
. the vehicle is operating as designed.

Soln BN —

*** PHONE LOG 12/10/2007 10:46 AM Eastern Daylight Time Y Epps Action Type:Qutgoing call
Writer called customer and feft a message requesting a call back.

¥ PHONE 5.0G 12/10/2007 11:31 AM Eastern Daytight Time YEpps Action Type:Outgoing call
Customer {John) called the writer and stated:

. car has the transmission chuggle.

. I didn't notice it when I fivst got the car. but it is getiing worse now.

- dealer said that a lot of people have this problem. and there is no fix.

- they said that Ia spys it is operating as designed.

- they gave me a memo saying that it was operating as designed.

F i B —

th

Writer staded:

1. apologized.

2. 1he vehicle is operating as designed at this time.
3. thix is a characteristic ol the vehicle,

Customer stated:
1. vou can't tell me that the car was designed 1o drive hke this.

Wriler stated:

1o ihai s ot whan 1 said.

20 sad thin wis a characteristic of the vehicke.

3. i may not be a goad churacteristic for you. but it is still o characieristic.

Customer stared:

1. when will thew have a Nix or a recall for this.
2 this has to have been going on for a year.

3. dohe 2008x do this?

Writer stateh:

L.oam not aware of @ cecall For this vehicle.

2. not aware of any concerns Tor the 2008,

Sowriter dees not Tearn of concerns until the customer comtacts the wriler.

Customer stated:

I. 50 what do you suggest?

2. I keep driving the car untid it ruins something?

3. what happens il the velicle messes up because of this?




Kia Motors America
Consumer Aff4IRs Department

Page 4 of 7
Last name First name VIN of 2007 SORENTO 4X2 EX Case Number  Mileage
KNDID736075 | R K1389495 4,400
Soddy Daisy, TN IR Prod. Date. 10710706 Dealer. TNOZ6  Prebul Kia

4. then what will happen?

Witer stated:
1. writer suggests that you continue to drive the vehicle.
2. if you have additional concers with your vehicle, you can contact R/A to tow it 10 the dealer.

3. the dealer wilk then diagnose the vehicle for rep A IR

Customer stated:
I. but they can't fix it.
2. so it will sit there until a they have a fix.

Writer stated;
1. writer can not 1ell what will happen in the future.
2. writer can only address current concerns.

Customer siated:
1. T guess I will have 1o talk to an attorney about this.
2. P¥*¥*¥ing b¥*ch

##+ CASE CLOSE 12/10/2007 11:46 AM Eastern Daylight Time YEpps

T#* PHONE LOG 12/18/2007 12:54 PM US Mountain Standard Time Eleon Action Type:lncoming cal!

WRITER RECEIVED CALL FROM MRS. GRANT.

MRS IS TATED:

1. TWOULD LIKE TO SPEAK TO THE DISTRICT REP.

2 THE VEHICLE IS CUTTING OUT ON US WHILE DRIVING AND THE KIA DEALER CANT FIX THE PROBILEM.
SWEWTRETOID THIS IS THE VETNCTT CHEVRAC T RISTIC WEHOH AT DONOT AGRITT WL

4. THE KIA DEALER WOULLD NOL GIVE US THE RIA DISERIC RIPS NUMBER MO CALL.

S53CANTHAVE  HIS NUMBER?

WRITER STATED:

1. SORRY.

LWRITER CANNOT PROVIDE YOU WITH THE  DISTRICT RIP NUMBLER.

3. THIS CASE HAS BEEN ESCALATED TO THE REGIONAE OFFICES.

4. YOU'VE BEEN SPEAKING TO THE KIA  REGIONAL REP ALREADY.,

SO YOU ARE STILL HAVING CONCERNS W THE VENCLE AND DISAGREE WITH THE DIAGNOSIS. YOU
HAVE AN OPTION TO TAKE THE VEHICLE TO ANOTHER KIA DEALER FOR A SECOND QPINION?

CUSTOMER STATED:

LWE WOULD TAKE THE VEHICLE TO ANOTHER KIA DEALER . BUT IT IS OWNED BY THE SAMI OWNER OF
TS KIA DEALER.

S IWOULD LIKE THE DISTRICT REP TO CALL US SO WE CAN DISCUSS THIS CONCERN.

WRITER STATED:
TOWRITEFR CAN PUT N FHE REQUEST FOR FHE KIA DPSM TO CONTACT Y,
2 WRITER WILL FORWARD THIS CASE BACK TO THE REGIONAL GFFICE FOR CUSTOMER CONTACT.

MRS, - STATED:
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1. HAVE THEM SPEAK TO MY HUSBAND AT | GGG
2. THANK YOU.

*EENOTES 12/18/2007 12:58 PM US Mountain Standard Time ELeon Action Type:Manager review
WRITER FORWARDING CASE BACK TO  SO. REGION FOR CUSTOMER CONTACT.
CUSTOMER IS REQUESTING DPSM TO CALL CUSTOMER.

*** PHONE LOG 12/20/2007 01:11 PM US Mountain Standard Time DLyons Action Fype:Incoming call
Mrs M s ates:

L. 1 have been waiting for a return call from the kia rep

2. we were advised to allow 24 hours

3. we are still waiting

writer advised:

1. the regional office has this case

2. they have just picked up the case & might be researching further information for customer
3. apologized for the inconvenience thai this has caused

4. the reugest has been made for a return call to customer.

##* PHONE LOG 08/02/2008 11:58 AM Eastern Daylight Time YEpps Action Type:Quigoing call
Writer called the DPSM and left a message requesting a call back.

*F PHONE LOG 01/03/2008 08:35 AM Eastern Daylight Time Y Epps Action Type:Incoming cali
DPSM called writer and lelt a message requesting a call back.

= PHONL LOG BI/03/2008 U837 AM Lastern Daylight Time Yilpps Action | yperUuigoing call
Writer catled DPSM and lefl o message requesting o calt back.

TEEPHONE LOG 0103, 2008 09:46 AM Eastern Daviight Time YEpps Achien Type:Oulgoing call
Writer ind DPSM called the costomer (I R-bo soed:
1. repeated above concerps.

DPSM siated:

}. characteristie of the vehicle.

. being myvestigated by Kia.

. can contact vou when we have further information.
. vehicle was redesigned.

LR sy concern, more of a nuisance.

6. reguested patience with Kia.

wd 2

A

1

Customer sted:

Fowilling 1o v st o couple ol monthis,

2. wilk not wait for a leng time.

3. Kia needs 1o crack down on this problem.
4. gelling worse, very anhoying.

3.owite won't deive the vehicle,
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6. feels like n's going to die in the middle of the road.
1. tryimg to give Kia  chance to make this right.

DPSM stated:
1. apologized.

Customer stated:
1. will give it a little while and see what happens.

*** CASE CLOSE 01/03/2008 09:49 AM Eastern Davlight Time YEpps

*** CASE CLOSE 01/10/2008 07:49 AM Pacific Daylight Time JelfSiroup
tread review complete :

*** PHONE LOG 02/21/2008 03:29 PM US Mountain Standard Time TShamburger Action Type:incoming call

customer Mr [Ikaned ---

1. repeated the whole concern again with his veh not working as it should and kia has to fix it.

21 gave kia more than chough time 10 get this veh repA IR ed but when the dir said kia knows about the problem but there is no
fix fo transmission. what is that?

3 i spoke 1o a lawyer didnt hire him. but he said first thing to do is to send mft a certified letter about the complaint.

4 yesterday my heater went on awiomatically and everything was oft. i had 10 tum off veh and on again and than hemer stop

blowing hot hot AR,

5 and the keyless remote was not working yesterday the horo was sounding in the garage my wife stated

& and yerterday the locks were gaing off and on and hom sounded far the keyless entry and then it stopped.
W sfates

i som M s did speak wsur K regionad siliee om vonr siaasion

2 and they did telt you they are focking into this and you were going 1o give kia chance to address your matter.
3 it you feel your heater and remote keyless eniry is not work. advise taking it 10 the dir to have it chk,

cust stales

1 there is the lemaon faw in my state you know!

wil slales

1 the process procedure 5 in your WCRM for lemon T

2 that law is thure 10 protect consumer as well as the car miT,

3 tm sorry miv here to support warr on vel and have veh repA IR ed.

cust states

1 ok have somcone call me from your regional office again on this problem that is st not fixed!
call ended

TEENOTES 0272172008 03:32 PM US Mountain Stodurd Time TShamburger Acuor Fype:Manager coyiew
foward te region again regarding the same complaint with the surge tranxmission fegl, ##sss 4

I cust states he wants o call back from Kia on when is kia |'cpf4 ’Ring hix ransmission coneer.
2eust xiares he gave KAMA encush time 1o rechv he problem

3 and his heater/ and keyless entry was nol working nght yesterday so cust claiming veh is a lemon
4 and is sending in a certitied letter are recommended by a lawyver he spoke to. bu did not hire.

3 please call cust again regarding his concern
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*#* PHONE LOG 03/05/2008 11:38 AM Eastern Daylight Time JWright Action Type:Qutgoing call
Writer called customer _and LVM for customer to call writer back to discuss vehicle concerns.

*** PHONE L.OG 03/18/2008 11:03 AM Eastern Daylight Time JWright Action Type:Outgoing call
Writer catled customer [Jlland LVM for customer to call writer back to discuss vehicle concerns.

F*ENOTES 03/18/2008 11:18 AM Eastern Daylight Time JWright Action Type:Manager review
Writer sent customer "Call Me” letier.

**+* CASE CLOSE 03/18/2008 {1:19 AM Eastern Daylight Time JWright
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*** PHONE LOG 01/30/2009 09:46 AM US Mountain Standard Time JBaty
Customer stated:

1. CEL is on, also £SC and sometimes the ALK bag light,
2. Have spoken 1o Riverside dealer. and they can't look at it until Monday.
3. Is there a closer dealer?

Writer stated:

1. Apologized.

2. Updatcd/no recalls

3. Gave names and distances of other dealers in area.

4. Adv customer that veh is okay to drive as fong as CEL doesn't stan flashing and veh is driving okay.
5. Need to stop veh immediately if either of those conditions occur,

6. Gave case number.

7. Please call if have further questions or concerns.

Customer stated:

1. Okay.
2. Thank you.

#** CASE CLOSE 01/30/2009 09:46 AM US Mountain Standard Time IBaty

T NOTES 02/24/2009 11:30 AM US Mountain Standard Time 1Sincl ALK Action Type:Manager review
DUP CASE. TRANSFFERING NOTES FROM CASE K13556979

FEENOTES 02 23 2000 0305 P clarin etion Dyeer Manager review
2 p

erlormed by contact:
tnable ta get any help with a safety issue reference my light for the < IR Bag staving an. ] have the (oHowing Case K 1548340

with consumer attALRs. Took i1 to a dealership in Riverside and was told there was nothing they could do because it was a
design Haw. Thisis the 2nd dealership that has not wken care of my problem. the first was in La Quinta which is now closed!

X PHONE LOG 02/24/2009 11:34 AM US Mountain Stndard Time 1Sinct4 TR Action Typelncoming cabl
Wir left VM for customer 1o nin call

FEENOTES 02252000 09:45 AM US Mountain Standard Time 3SinclA IR Action Type:Manager review
Because ol customer continuos problems wir sent call me letier

FECASE CLOSE 0202572000 09:45 AM UIS Mountain Standard Time fSincld 18

*** PHONE LOG 02/25/2009 12:37 PM US Mountain Standard Time ELeon Action Type:Incoming call
Writer received call from
L R
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3. Back on 7/08 the LaQuinta Kia dealer did an inspection on the AR bag light and the front PASSenger seal. but they said
they found nothing anything.
4.1 contacted the Riverside Kia and set up an appointiment with them on 2/3/08.

5. When I arrived 1 spoke to Phytlis Jones there and she said they would tock at the ALK bap light concermn.

6. Phyllis said that there is a design flaw in the seat that will cause (heA]Rbag off light 10 come on.
7.1 was told it is the way i sit and that she gave me a brochure  on how 1o sit properly in the seat.

R, I nced Kia to fix the ASR bag light so I or someone else can sit in it without problems.

Whriter stated:
1. Sorry for the concern.
2. writer can contact the Riverside Kia service manager and review vour concern.,

3. Wriser may need to contact their DPSM and address your concerrs and see what we can do to resolve your AIR bag oft light
concem.

4. Writer will contact you once spoken te the Kia reps?

5.provided writers contact number.

Customer siated:
t. That will be fine.
thank you.

¥ PHONE LOG 02/26/2009 03:35 PM US Mountain Standard Time ELeon Action Type:Quigoing call
WRITER CALLED Riverside Kia SERVICE MANAGER AND PLACED ON HOLD.
WRITER RECEIVED NO ANSWER OR VM.

**# PHONE LOG 02/27/2009 02:18 PM US Mountain Standard Time ELean Action Type:Outgomy call
WRITER CONTACT Phyllis Jones  SERVICE ADVISOR AT Riverside Kia.
WRHTRSTATLD:

b WRITER CALLING REGARDING CUSTOMERS AR BAG LIGHT CONCERN.

2, PROVIDED CUSTOMERS INFO.

3 CUSTUMER STATES THAT Phyllis Jones HAD SPOKE TO THE CUSTOMER AND TOLD CUSTOME R ITHAT YOU
WOULD  NOTINSPECT THE AR BAG LIGHT CONCERN AND THAT THE SEAT IS A DESIGN FLAW AND IT 18
THE WAY THEY SEEAND NOTHING CAN BE DONE.

3. CUSTOMIERS WAS GIVEN A BROCHURE ON A TR BAGS SYSTEM?
A THE CUSTOMER FEELS THERE 1S A PROBLEM WITH EfTHER THE AFR BAG SYSTEM OR SEAT?
5. DID YOU INSPECT THE CUSTOMERS AJR BAG LIGHT CONCERN OR THE SEAT”

Phyltis dones STATED:
NG WE DID NOT INSPECT THE AR BAG LIGHT CONCERN.

LOWENVE HAD A LOT OF CUSTOMERS WITH THIS MODEL VEUICLE THAT HAS COME 1N W11 nAIR BaG oLy
LIGHT ON.

3100% OF FHEM ARE ETTHER NOT SITTING RIGHT OR THEY HAVE A SEAT COVER OVER THE SEAT THAT
l\ FERFERE WITH T SEAT SENSOR.

4. WE DO GIVIZ A PRINT OUT FROM THE OWNERS MANUAL ON THE ATR BAG SYSTEM.
3.1 DO NOT KNOW WHY THE CUSTOMER WOULD SAY | TOLD THEM THE SEAT WAS A DESIGN FLAW?

WRITER STATED:




Kia Motors America
Consumer Aff41Rs Department

Page 3 0f 8§
Last name First name VIN of 2007 SORENTO 1.X 4X2 Case Number Mileage
I knNDuD736575 G0 K1548340 20,000
Indio, CA- Prod. Date;:  10/18/06 Dealer: CA211  Riverside Kia

*#* PHONE 1.0G 02/27/2009 03:06 PM US Mountain Standard Time El.eon Action Type:Outgoing call
WRITER CONTACT DPSM Robert Leal AND LVM.

WRITER STATED:

1. PROVIDED CUSTOMERS INFO.

2. CUSTOMER HAS AR BAG LIGHT CONCERN.
3. CUSTOMER WENT TO THE Riverside Kia DEALER FOR AN APPOINTMENT,
4. CUSTOMER SAID THEY SPOKE TO  Phyliis Jones , SERVICE ADVISOR AT Riverside Kia THE DEALER  WOULD

NOT INSPECT THE ATR BAG LIGHT CONCERN AND THAT THE SEATIS A DESIGN FLAW AND IT IS THE WAY
THEY SIT AND NOTHING CAN BE DONE.

4. CUSTOMERS WAS GIVEN INFO ON AIR BAGS SYSTEM
5. WRITER CONTACT THE SERVICE ADVISOR PHYLLIS AND SHE TOLD WRITER THEY DID NOT INSPECT THE

ATR BAG LIGHT CONCERN AND DENIES TELLING CUSTOMER THE SEAT HAS A DESIGN FLAW.
6. PHYLLIS SAID THEY HAVE GOTTEN A LOT OF CUSTOMERS WITH THIS MODEL VEHICLE THAT HAS COME IN

WITH AIR BAG OFT LIGHT ON AND 100% OF THEM ARE EITHER NOT SITTING RIGHT OR THEY HAVE A SEAT
COVER OVER THE SEAT THAT INTERFERE WITH THE SEAT SENSOR.

7. THE DEALER DO GIVE A PRINT OUT FROM THE OWNERS MANUAL ON THE AR BAG SYSTEM.

8. PHYLLIS DENIES TELLING CUSTOMER THAT THF SEAT IS A DESIGN FLAW .

9. CUSTOMER FEELS THERE 1S A DEFECT IN THE AR BAG OR THE SEAT?

10. WHAT €AN WE DO FOR THE CUSTOMER?

11. PROVIDED WRITERS CONTACT NUMBER.

*** EMAIL OUT "El.con Action Type:External email
Send to:[Rleagikiausa.com]
ROBERT.

CUSTOMER WENT TO THE Riverside Kia DEALER FOR AN APPOINTMENT.
CUSTOMER SAID THEY SPOKFE TO  Phyllis Jones - SERVICE ADVISOR AT Riverside Kia THE DEALFR - WOUID

NOTINSPLOY VUL ALK BAG LIGH T CONCLRN AND THAY 1L SLATIS ADLSIGN FLAW AND LIS THL WAY
THEY STT AND NOTIING CAN BE DONE.

CUSTOMERS WAS GIVEN INFO ON ALR BAGS SYSTLEM
1 CONTACT THE SERVICE ADVISOR PHYLLIS AND SHE TOLD WRITER THEY DID NOT INSPECT THE AR RAG
LIGHT CONCERN AND DENIES TELLING CUSTOMLER THI SEAT HAS A DESIGN FLAW.

PEFYLLIS SAID FHEY HAVE GOTTEN A LOT OF CUSTOMERS WITH THIS MODEL VEHICLE THAT HAS COMI- 1N
WITH AR BAG OFF LIGHT ON AND 100% OF THEM ARE EFTHER NOT SFFTING RIGHT OR THEY HAVE A SEAT
COVER OVER THE SEAT THAT INTFRFERE WITH THE SEAT SENSOR.

THE DEALER DO GIVE A PRINT OUT FROM THE OWNERS MANUAL ON THE ATR BAG SYSTEM.

PHYLLIS DENIES TELLING CUSTOMER THAT THE SEAT HAS A DESIGN FLAW

CUSTOMER FEELS THERE IS A DEFECT IN TUE A TR BAG OR THE SEAT?
LET ME KNOW WHAT WE CAN TELL THYE CLISTOMER ?
THANKS.

ED LEON

46306

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in ihe Case. i has been

sent to you in error, please notity the Kia Consumer AtTA LR Dept. at 949,408 4019 AND delese this email.



Kia Motors America
Consumer Aff4/Rs Department

Pape 4 of §
Last name i ame VIN of 2607 SORENTO LX 4X2 Case Number  Mileage
KNDID736575 | K 1548340 20,000

Prod. Date:  1{(/18/06 Dealer; CA211  Rjverside Kia

<<File Attachment: \\c0pubs\ClarifyOBJ\CAiAttachmems\SendHistory\Case_K1 548340 FELeon_02-27-2009150757.doc>>

X EMAIL OUT _ ELeon Action Type:External email

Send to[Rleal{gikiausa.con]

CUSTOMER WENT TO THE Riverside Kia DEALER FOR AN APPOINTMENT.

CUSTOMER SAID THEY SPOKE TO  Phyllis Jones , SERVICE ADVISOR AT Riverside Kia THE DEALER  WOULD

NOT INSPECT THE AIR BAG LIGHT CONCERN AND THAT THE SEAT IS A DESIGN FLAW AND IT IS THE WAY
THEY SIT AND NOTHING CAN BE DONE.

CUSTOMERS WAS GIVEN INFO ON ATR BAGS SYSTEM

I CONTACT THE SERVICE ADVISOR PHYLLIS AND SHE TOLD WRITER THEY DID NOT INSPECT THE ATR BAG
LIGHT CONCERN AND DENIES TELLING CUSTOMER THE SEAT HAS A DESIGN FL AW
PHYLLIS SAID THEY HAVE GOTTEN A LOT OF CUSTOMERS WITH THIS MODEL VEHICLE THAT HAS COME IN

WITH ATR BAG OFF LIGHT ON AND 100% OF THEM ARE EITHER NOT SiTTING RIGHT OR THEY HAVE A SEAT
COVER OVER THE SEAT THAT INTERFERE WITH THE SEAT SENSOR.

THE DEALER DO GIVE A PRINT OUT FROM THE OWNERS MANUAL ON THE ATR BAG SYSTEM.
PHYLLIS DENIES TELLING CUSTOMER THAT THE SEAT HAS A DESIGN FLAW
CUSTOMER FEELS THERE IS A DEFECT IN THE AJR BAG OR THE SEAT?

LET ME KNOW WHAT WE CAN TELL THE CUSTOMER?
THANKS.

ED LEON
403906

You have been senta Kia Consumer Assistance Case for your relerence and action as may be noted inthe Case. 11t has been

sent Lo you in veror. please notify the Kia Consumer At s Dept. at 949.468.4619 AND deiete this email.

The attached Case 15 the exchasive property of Kia Molors America and is @ Confidential And Proprictary decument. 11 is not 1o be
distributed or disseminated to any third pany without 1he express written consent of Kia Motors America.

<<File Anachment: WeopubsiClar fYOBICA _Attachments\SendHistory\Case K1 548340_ELeon (2-27-2000151303.doc>>

¥ NOTES 03:05:2009 06:30 AM US Moumain Standard Time ELeon Action Type:Manager revicw
WRITER FORWARDING CASE TO REGION FOR HANDLING AND CUSTOMER CONTACT,
DPSMHAS NOT CALLED BACK WRITER.

2 PHONI 1.0G 03/03/2009 05:39 PM US Mouwntain Standard Time DDailous Aclion Typencoming cali
CUSTOMIR STANTES

LOGOT AT IR THAT THEY AR FOLLOWING LT ON A LMAL TSN

2. PROVIDED CASE NUMBER

WRITER STATES
i. APOLOGIZED




Kia Motors America
Consumer Aff4/Rs Department

Page 501 8
Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Milease
KNDID736575 K 1548340 20,000

Indio. CANNIN Prod. Date:  10/18/06 Dealer: CA211  Riverside Kia

CUSTOMER STATES
I. AM CONFUSED
2. THE LETTER ISNOT SIGNED AND DOES NOT HAVE A NAME ON IT, JUST EXTENSION 4542

WRITER STATES
l. APOLOGIZED AND THANKED

¥ PHONE LOG AND STATUS CHANGE 03/10/2000 08:45 AM Pacific Daylight Time ARomo Action Type:Qutgoing call
Callted customer
Left v/m requesting call back.

*** PHONE L.OG 03/10/2009 04:42 PM Pacific Daylight Time ARomo Action Type:Inceming call
Received call from customer requesting call back.

*** PHONE LOG 03/17/2009 06:43 AM US Mountain Standasd Time Klohnson Action Type:incoming call
Customer stated:

1 - Nobody calls us back

2 - Both my husband and | work

3-From 7 - 5 weekdays my work number is 760-391-4123

4 - My husband i available on his cell. 760-578-9314. anytime

Writer stated:
| - Apologized for difficulties in communication
2 - Do see that Anget did call you and left VM

Writer placed customer on hold and 1ot VM for 20 4 Al sisting:
|- Pease vass custoniy
2 - Providing daytime phone nos,

Writer refurned to customer:
3 laelt VM for Angel
4 - Re-stated dav-time phone nos.

Customer stated:
P -Thank you.

FEEPHONE LOG AND STATUS CHANGE 031182009 (2115 PM Pacilic Baylight Time ARoma Action Tvpe:Qutgoing call
Called customer

Writer siates:

lis guod to Nnally get to speak 10 you

Customer:
e shocked that vour calling me
Kia doesn't care abowm us




Kia Motors America
Consumer Aff4/Rs Department

Page 6 of §
Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
knNDiD736575 IR K1548340 20,000

Indio. CA NN Prod. Date:  10/18/06 Dealer: CAZIT Riverside Kia

Writer:

Fam sorry you feel that way

1 did call you last week and lcfi a message

It wasnt till yesterday that [ got your work number to cali you

Customer:
Yaur the only one

I sent a letter with dCS and pictures 1o Fountain Valley
To you and you did not call me back

Writer:

1 am sorry

E dont know what you are 1alking about

We are here in Irvine

If you would like to send the information here

Fwoukd be more than happy ... (customer cuts writer off)

Customer:
NOW WHY WOULD 1 GO OUT OF MY WAY TO SEND ANYTHING
You should get all the wformation

Writer;

[ see

In reviewing the case

I see that the dealershrp advised you that this is the way the vehicle was designed
And previded you the information on how te properly use this systent

Were you able (o review ir?

Customer:

Yes. and | domt think its correct

Yo aean fosell me that on s long trip that | am supposed
Lo suwuh my teet Nirmly onthe iloor?

And not move 1o my side?

That makes no sense

Writer:

tts for vour salen

It makes perlect sense

This s the way the vebicle is designed

Customer:

Well | dont like it

Pwill never buy another KIA again
My Tovota doesit have 1t

Eean tum o ell with the ke

Wrtter:
Thix is o ditTerent svstem than the one in vour Tevola
Your other vehicle s a Trock rigin?

Customer:

Yes




Kia Motors America
Consumer Aff4/Rs Department

Page 7 of 8
Last_same irst name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
I kNDID736575 K1548340 20,000
Indio. CAﬁ Prod. Date:  10/18/06 Dealer; CA211  Riverside Kia

Writer:
The reason its hike that is because there is no
Cab 10 put a car seat or a small child in the front seat

So the Aleag doesn't injure them
Due to new Government standards

Most manufacturers will be going with variations of the OCSsystem

Customer:

You wont at feast take a look at my vehicle?
I have pictures

Why wont you look af them

Writer:
Ma'am earlier | was requesting that you send

DOCS over 10 me

And you said. why wouid you have to po out of vour way"

To send them

1 would certainly take a took at the information

And after that I can make an assessment on what our next step will be

Cuslomer:
Great give me your address
i will send them

PROVIDED ADDRESS
CUSTOMER TO SEND INFO

FENOTES 03/18/2009 02:15 PM Pacific Daylight Time ARomo Action Type:Manager review
Writer 1o close case pending further
Cusiomer contact.

*#% CASE CLOSE 03/18/2000 02:15 PM Pacific Daylight Time ARomo

*FENOTES 03/27/2009 03:39 PM Pacific Bavlizht Time KWarren Action '} ype:Correspondence rec.

NCA received Ietter from customer

1. Cust states same concerns as above,

2. Cust states | would like o knew it Kia has any future plans 1o open anather dealership in the desert and/or contract with
another dealership 1o provide service to its loval Kia customers,

3. Cust states [ need 1o ger the safety issue with the 41R bag dight resolyed ax soon as poxsible. se 1 would appreciate a phone
call.

Dispatching o the Call Center for custoimer comact,




Kia Motors America
Consumer Aff4/Rs Department

Page 8§ of 8§
Last name First nane VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
KNDJD736575- K 1548340 20,000

Indo, CA- Prod. Date;  10/18/06 Dealer: CA211  Riverside Kia

WTR LVM at 7603429244 {or Mr G requesting call back, gave case number and contact info

#** PHONE LOG 04/07/2009 01:29 PM US Mountain Standard Time TLarsorn Action Type:Ouigoing calt
WRITER RECEIVED CALL FROM CUSTOMER (MRS GRAY)

I FAM RETURNING A CALL THAT WAS PLACED TO MY BOME
WRITER ADVISED

L1 SEE THAT MIKE WAS CALLING YOU IN RESPONSE TO THE LETTER YO SENT IN
2 WE RECEIVED A LETTER ON 3/27400 ASKING US ABOUT NEW DEALERSHIPS
3 50 WE WERL FOLLOWING UP WITH YOU IN REGARDS TO THAT

CUSTOMER ADVISED

PYES BECAUSE ICANT FIND ANYONE THAT WILL ADDRESS THIS PROBLEM
2 NOBODY WILL TALK TO ME ABOUT THIS

WRITER ADVISLD

P VACTUALLY SEE THE CONTRARY

21SEETHAT ANGEL ROMO IN OUR REGIONAL OFFICE IS WAITING ON PICTURES

3 YOU ARL ABLE TO SEND THOSE PICTURES TO US HE WILL REVIEW THEM AND THEN DETERMINE WHAT
NEXT STEPS ARE AVAILABLE

4 ATTHIS POINT T HAS BEEN DETERMINED THAT YOUR VERICLE 1S WORKING AS DESIGNED

5 TO ANSWER YOUR QUESTIONS REGARDING THE DEALERS

6 KIA IS ALWAYS ACTIVELY LOOKING FOR NEW DEALERS 1O PROVIDE FOR CUSTOMERS

TIM NOT SURE OF ANY SPECIFIC DEALER THAT IS GOING TO BE ESTABLISHED

SBUTASTHEY BECOME AVAIRLABLE THAT BUSINESS WILL BEGIN ADVERTISING IN YOUR ARFAWEAVIE
MSOSTART REFEFRRING CUSTOMI RS AN THEY OPEN

9 WE DO NOT CONTRACT WORK TO BE DONE AT OFTHER MANUFACTURES DEALERSHIPS

CUSTOMER ADVISED

I OK THANK YOU
2 LHAVE ANGELS INFORMATION

R CASE CLOSE 04/07/2009 01:30 PM LS Mountain Standard Time TLarson
RESPONDIED TO T FTTER THAT WAS SENT IN BY €1 ISTOMFR




Kia Motors America
Consumer Aff47Rs Department

Pape 1 of 4
L.ast name First name VIN of 2007 SORENTQ 4X2 EX Case Number  Mileape
-] KNDID736375 T KI387796 928
Cut O, LA [N Prod. Date:  11/3/06 Dealer: LA033  Banner Kia
Case History Complaint o, AR 4 ccicrames

*** NOTES 12/01/2007 08:02 PM  clarify Action Tvpe: Manager review
*** Performed by conzacl:ﬂ

Apparently this safety related problem is beyond the technical capabilities of the service group at Banner Kia in Mandeville, LA

The PASScngcr side AIR bag off light had ilfeminated illuminated when a 125 pound PASScngcr st m the seat, Fhe
vehicle was returned to the dealer and was supposedely fixed. Enroute home the light iHuminated again and the vehicle was
returned to the dealer who then supposedely "recalibrated a sensor™. The light is now staying illummated with a 117 pound

PASScngcr in the seat,

This is a safety item that will no longer be olerated and 1 need i ﬁ,\‘ed/repAIRed NOW!

** PHONE LOG 12/03/2007 12:27 PM US Mountain Standard Time SLarez Action Type:Qutgoing call

WRITER CALLED CUSTOMER AND LEFT MESSAGE FOR A RETURN CALL.

WRITER STATES.

1. WE UNDERSTAND YOU MAY HAVE AN ISSUE PLEASE CALL US BACK TO SEE [F WE CANHELP YOU.
2. WRITER LEFT NAME AND EXTENSION

*** CASE CLOSE 12/03/2007 12:28 PM US Mountain Standard Time SLarez
R COMMIT 12/06/2007 09:18 AM US Moumtain Standard Time TLarson Action Type:Callback Required

*EEPHONE LOG 12/06/2007 09:18 AM US Mountain Standard Time TLarson Action Type:lncoming call
CUSTOMER ADVISED

PITS BEEN ABOUT 2 WEEKS SINCE | BROVGHT IT §N

271 HIRBAG LG 1S ON WHEN SOMVH ONE THAL IS 1231 BRIS SHUING IN THE ST A
3MY WIFE WILL BE SITTING IN THAT SEAT MOST OF THE TIME

41 WANT TO FEEL COMFORTABLE SHE IS GOING TO BE SAFE

STHE DEALER GO TO 1S 150 MILES AWAY

61 WANT TO GET THIS FIXED

WRITIER ADVISED

PREVIEWLED CASE NOTES

TAPOLOGIZLD FOR TIH: CONCERNY

3 EXPLAINED THAT TO ASSIST WE NEED A CURRENT DIAGNOSIS OF THE CONCERNS

41F THE PROBLEM IS NOT RESOLVED WE CAN ASSIST BY INVOLVING THE DPSM AND THE TECHLINE
S ARE THERE CLOSER DEALERS TONOU THEN THE SELLING DEALER?

CUSTOMER ADVISED

I YES THERE IS ONE IN HOUMA

WWRITER ATWIRED




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 4

Last name First name VIN of 2007 SORENTO 4X2 EX Case Number Mieage
kNDID736375 I K1387796 928
coor AN — Prod. Date: 1173406 Dealer. LA033 DBanner Kia

1 OK, IF YOU CHOOSE TO GO TO ANOTHER DEALER THAT IS SOMETHING YOU CAN DO WITHIN THE TERMS OF
THE WARRANTY

2 IF YOU CHOOSE TO GO TO HOUMA, PLEASE CALL US BACK AFTER YOU BRING IT IN

3 WE WILL FOLLOW UP WitH THE DEALER AND FIND OUT WHAT THERE POSITION IS

4 1F YOU DISAGREL WITH WHAT THEY ARE SAYING THEN WE WILL CALL TITE DPSM ., THE DPSM WILL
RENDER THE FINAL DECISION

5 THE DEALYR CAN ALSO CALL TECHLINE FOR FURTHER TECHNICAL ASSISTANCE

CUSTOMER ADVISED

1 OK THANK YOU
2IWILL CALL THE HOUMA DEALERSHIP
IWILL CALL YOU BACK AND LET YOU KNOW WIHERE WE ARE AT

WRITER ADVISED

I OK. THANK YOU
2 PROVIDED CASE NUMBER, EXT NUMBER

WRITER WILL SET COMMITTMENT FOR 12/13/07

== CASE CLOSFE 12/06/2007 09:19 AM US Mounizin Standard Tiime TLarson

FEEPHONE LOG 2 0% 2007 0949 AN US Mounmin Standard | e SBowyer Aetion Ty pebeeming call
SALESMAN CRALG LAO33 STATED

F.the cust catled me stating they dont feel we are helping them and they want to talk 10 kiz about this

2.1 dant know what 10 do, normally my mgr handles these issues, but he was released yesterday

WRITER STATED

bsorry

2.xee that M. -had emailed in already regarding this

3arep inthe office here, T.Larson has a commitment 1o follow up with the cust 12/13/07
4.z0ing to Houma kia dir was discussed as well as concerns

S.provided case id

CRAIG STATED

Lok that i fine. i will let them know bve.

FEECASE CLOSE 12/07/2007 09:49 AM US Mountain Standard Time SBowyer

*EECOMMIT 12/07/2007 10:16 AM US Mountain Standard Time TLarson Action Type:Caliback Required




Kia Motors America
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Last _name First name VIN of 2007 SORENTQ 4X2 £X Case Number  Mileage
I N kNDID736375 KI387796 928
cuorr, A Il Prod Date._11/3/06 Dealer: LA033  Banner Kia

#** PHONE LOG 12/07/2007 10:16 AM US Mountain Standard Time TLarson Action Type:Incoming call
writer resetting committment

% CASE CLOSE 12/07/2007 10:16 AM LS Mountain Standard Time TLarson

FEEPHONE LOG 12/13/2007 69:16 AM US Mountain Standard Time TLarson Action Type:Quigoing call
WRITER CALLED CUSTOMER{VOICEMAIL)

1 LEFT MESSAGE REQUESTING CALLBACK
2 PROVIDED CALL BACK INFO AND CASE NUMBER
3 CALLING TO FIND OUT WHAT THE STATUS IS . DID YOU CALL THE DEALER?

*** PHONE LOG 12/14/2007 03:42 PM US Mountain Standard Time TLarson Action Tvpe:ncoming calt
WRITER CALLED CUSTOMER(VOICEMALL)

I LEFT MESSAGE REQUESTING CALLBACK
2 PROVIDED CALL BACK INFO AND CASF NUMBER
3 CALLING TO FIND OUT WHAT THE STATLUS 1S -BID YOU CALL THE DEALFR?

¥ PHONE LOG 12/17/2007 12:41 PM US Mountain Standard Time TLarson Action Type:Quigoing cali
WRITER CALLED CUSTOMER

VIM CALLING TO FOLLOW UP WITH YOU
2WHATIS THE STATUS 7

CUSTOMUER ADVISED

I THAVENT BROUGHT IT BACK IN

2 IM NOT SURE WHEN THAT WILL HAPPEN

3 MY WIFE NEEDS TO GO TO NEW ORLEANS

4 WE WILL PROBABLY WORK WITH THAT DEALER BUT NOT SUIRE
3 THE PROBILEM SEEMS TO BE GETTING WORS):

WRITER ADVISED

I OK THANK YOUI

ZIWANTED TO FOLLOW UP WITH YOU

3 CANTASK YOU TO CALL US BACK WIIEN YOU BRING THE VEIHICLE INTO THE KIA DLALER?
4WE WILL FOLLOW LP WITH YOU ONCE W DECIDE WHAT WE ARE GOING TO DO

VINITen 2 marenm




iKia Motors America
Consumer Aff4/Rs Department

Pape 4 of 4
Last name i ame VIN of 2007 SORENTO 4X2 EX Case Number  Mileape
knpin736375 N KI387796 928
Cut Off, LA Prod. Date:  11/3/06 Dealer: LAO33  Banner Kia

1 OK THANK YOU
2 PROVIDED CASE NUMBER
3 CALL US BACK WHEN YOU DECIDE WHERE TO BRING IT

CUSTOMER ADVISED

1 WILL DO THAT
2 THANKS FOR CALLING ME

*HEPHONE LOG 12/17/2007 12:43 PM US Mountain Standard Time TLarson Action Type:Outgoing cail
WRITER CLOSING CASE PENDING CUSTOMER CALL BACK

%% CASE CLOSE 12/17/2007 12:44 PM US Mountain Standard Time TLarson

FRL O A QL £ AW AL AAanne D134 DAA Demifin Miaadindes Floas TF a




Kia Motors America
Consumer Aff4IRs Department

Page 1 of 3
Last name First name VIN of 2007 SORENTO LX 4X4 Case Number Mileage
KnDIC736175 N K 1450708 7,900
Akron, NY I Prod. Date:  12/14/06 Deater: NY022  Northtown Kia
Case History Complaint Repurchase

*E NOTES 05/22/2008 06:19 PM  clarily Action Type: Manager review
**% Performed by contact; ﬂ

1 purchased my 2007 Kia Sorento on 11/13/07, and have had it now for 6 months. This vehicle has been nothing bur a problem. |
have had this vehicle in for service on 11/21/07. 5/19/08, 5/20/08. and $/22/0%. | have had problems with the PASSenger

AIRbag not enga ting when someonc sits in the P48 S enver seat, the truck pulling 10 the right when driving, the ruck shakes
8 gagmg g P 8 g ! J24
when driven at a steady speed between 40-45 mph. the check engine light was on. and my TPMS light is continously on, ] was

given the New York State Lemon Law when | purchased this vehicle and it states that if the truck cannot be repAIRed after 4
attempts | am to get 2 new truck or receive a refund for what | have paid. F have now had this vehicle in 4 times and it is still not
fixed. I WANT OUT OF THIS VEHICLE. ! have purchased 5 vehicles and this is the biggest picce of crap | have ever purchased
I want you to do whatever you have to do to get me out of this lease and meney returned. I am not spending $300 a2 montk on a
vehicle that does not function properly and that [ do not feel safe in. | wan| this mattes handled tmmediately.

*** PHONE L.OG 03/23/2008 08:09 AM US Mountain Standard Time MTrem Action Type:Outgoing call
Writer atlempted customer contact at 7168632339, line answered and was immediately disconnected

*** NOTES 05/23/2008 08:11 AM US Mountain Standard Time MTrem Action Type:E-mail sent
e-mail call me fetter

¥ NOTES 05/23/2008 09:06 AM US Mountain Standard Time MTrem Action Type:Manager review
¢-mail received from Customer stating:
L. reiterating above

2. 1 can be reached at _

FEEPHONE LOGAS 27 2005 07:04 AM US Mowntain Standans! $ e M rem Action | vpe:Uuuome cal)
Writer called Ms. G wlo states:

1 everything that has gone wrang with the car. gas gone wrong

2. | have my vehicle now

5. the TPMS light is always on. the DER has attempred rcpA]R S tmex amd can't fix i
4. the car shakes at 45 MPH

5. also my PASSenger sichIRbag bight is on sometimes on when | have an adult in the seat
6. Fhave reviewed my OM section and the DLR explaimed how to sit in the seat

7.1 have an attormey working on oy case right now . | have remined him

8. Lused NY022 because they are closer 1o me

9. I iave my car one time (o the selling DLR NYQ44

writer states:

|. apologized

T3

L Kaa will rcpA]R the vehicde according 1o the terms ol the man Warranty

- Writer will foltow up on repA]R; make sure all Kia's resowrces are being wilized in getting the vehicle repA IR
. Kias buyback policy is in accordance with vour states laws

5o Relerred to WOIM for inlo on Lws i callers state

O Writer will be Tonw aeding yow vase o g higher offioe Lo By

7. someone will be contacting vou in the next 24 1o 48 hours

caller thanked writer and disconnected

£




Kia Motors America
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Page 2 of 3

Last_pame First name VIN of 2007 SORENTQ LX 4X4 Case Number  Mileage

I knpic736175 N K1450708 7,900
Akron. NY- Prod. Date:  12/14/04 Dealer: NY022 Northtown Kia

= NOTES 05/27/2008 01:35 PM US Mountain Standard Time MTrem Action Type:Manager review
Writer dispatching case to Eastern Region for Handling:

1. Customer has retained a law aw
2. Contact Customer

*** PHONE LOG 06/02/2008 08:28 AM Eastern Daylight Time Shames Action Type:Ouigoing call
WRITER CALLED CUSTOMER AND LVM REQUESTING A CALLBACK

*** PHONE LOG 06/04/2008 10:39 AM Eastern Daylight Time Sljames Action Type:Incoming cail
WRITER CALLED CUSTOMER AND LVM REQUESTING A CALLBACK

*** PHONE LOG 06/06/2008 12:41 PM Eastern Daylight Time Sljamcs Action Type:Incoming call
*** PHONE LOG 06/04/2008 10:39 AM Eastern Daytight Time Sijames Action Type:Incoming call
WRITER CALLED CUSTOMER AND LVM REQUESTING A CALLBACK

**% CASE CLOSE 06/06/2008 12:41 PM Eastemn Daylight Time Sljanes

**TNOTLS 06/10/2008 i1:14 AM Pacific Daylight Time KWarren Action Type:Manager review
I NCA veceived ADL from Lemberp and Associates, LLC
2. Letter states:
a. Office represents client
. Denot contact customer direct v
COAdleead delovis: TPNS frehe,
3. Allorney requests restilution 1o the customer., costs. expenses. and attorney's fees,
4. Your courtesy and cooperation will he sppreciated.
5. Unless we reecive aseitlement ofler within thiny (30) days ot the date of this letter. this matter will be forwarded to litigation.

Writer 1 dispatch case to the Easten Region for further handling,

*EPRIORITY CHANGE 06/10/2008 1 1:19:00 AM KWarren

FEENOTES 0021172008 03:47 PM Fastesn Davlight Time EDicinli Action Fype:Correspondence rec,
Received ADI lrom Lemberg & Assaciales.  Sent acknawledgment letter 1o any.

Do nut speak o cusotmer. Reter back through their aity.

CC: ERCAM Mau Preifer.

o8 2 ke o sk o ok ohske stk st ek o SRk SR ROR st ok o ok e e stk o etk s o e o ek kol ek soeske skl

e e g ok

Writer iJrepared RO Recap.
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Last name First name VIN of 2007 SORENTO LX 4X4 Case Number Mileape
] I KNDICT736175 K1450708 7,900
Akron, NY N Prod. Date:  12/14/06 Dealer: NY022  Northtown Kia

File given to ERCAM for negotiation.

#=* CASE CLOSE 06/17/2008 06:43 PM Eastern Daylight Time EDicinti

¥ CASE CLOSE 07/G7/2008 04:27 PM Pacific Daylight Time ELau
Tread Review Completed

*** NOTES 12/23/2008 01:06 PM Eastern Daylight Time EDicinti Action Type:Manager review
ERCAM settted with Lemberg & Assoc

Alleged defects; TPMS light on

Sent goodwill check request to NCA

AS400#: 74584
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Mooresville, NCi Prod. Date:  10/12/07 Dealer: NC0O50 Keffer Kia
Casc History Complaint . AFR accioramen

#** PHONE 1.OG 04/27/2009 08:53 AM US Mountain Standard Time TDonnelly Action Type:Incoming call
CUSTOMER STATES:

1. CAR HAS GRINDING SOUND AT START UP. -
2. DEALER {NC050) HAS NOT BEEN ABLE TO DUPLICATE THE CONCERN.
3. DEALER HAS NOT FOUND ANY PROBLEMS.
4. HAD PRIOR CONCERNS WITH RADIO
5. NEW RADIO INSTALLED IN CAR.
6. WHEN DRIVING THE RADIO WILL SOUND MUFFLED AND WILL JUST DROP VOLUMN
7. TAKEN CAR BACK AND THIS PROBLEM AND WIFE HAS EXPLAINED IT IS ON FRONT 2 SPEAKERS
8. THE PRESET BUTTONS ARE NOT WORKING HAVE TO PUSH HARD TO MAKE IT WORK.
9. DEALER ADVISED THEY WERE TOLD AUDIO COULD NOT BE REPLACED DUE TO BUTTON

PROBLEM. 4
10.THE ATRBAG OFF LIGHT IS COMING ON WHEN SOMEONE 1S SFTTING IN SEAT. DEALER JUST }GNORED US
ON

THIS ONE.

1. THE OWNER OF DEALERSHIP HAS STATED DONT BRING CAR BACK IN AND CALL KCC BECAUSE THIS 1S
BEYOND DEALER BEING ABLE TO REPAIR vEHICLE

12. HOW CAN WE GET THESE THINGS REPATRED?
13. DEALER HAS NOT DRIVEN CAR WITH US OR ASKED US TO POINT OUT THE PROBLEM.

1. TAM GETTING TO THE POINT THAT | WILL BE CALLING EVERY DAY TO GET THIS CAR REPATRED.

I5.NEED TO GET THIS CAR RiPAIRED.

16. WILL TAKE CAR BACK INTO SHOP AND ADVISE KCC WHEN CAR 1S IN SHOP.

17. WHAT IS WRITERS CONTACT INFO?

L8 THIS IS A BRAND NEW CAR AND REALLY NEED TO GET THESE CONCERNS RESOLVED
19. WILL KMA JUST START REPLACING PARTS IF THE COMPLAINT CAN NOT BE VERIFIED?

WRITHR STATIES:

L APOLOGY TOR STTUATION

2.8 HAVING ONGOING CONCERNS WILL NEED TO GET CAR BACK INTO SHOP.

3.ADVISED THAT WRITER 1S LOOKING AT VEHICLE INFO AND CANNOT SEE ALL APPROPRIATE RESOUCES
MAY HAVE BEEN USED TQ ADDRESS CONCERNS.

4. ADVISED TFALTR HAS MANY RESOURCES AVAILABLE. TECHLINE. DPSM_ FTR

SANORDER FOR DEALER TO ADDRESS REPATRS THEY HAVE TOBE ABLE TOVERIFY OR DUPLICATE THE
COMPLAINT.
6. HAS DEALER ASKED CUSTOMER TO SHOW OR POINT OUT THE COMPLAINT?
T DEALER HAS CHECKED CAR AND NO PROBLEM FOUND AND FTHEY CAN NOT DUPLICATE WHAT
CUSTOMER IS
STATING. THEY CAN NOT FIXN WHAT 15 NOT VERIFIED.

S.KCC IS HERE TO WORK WITH CUSTOMER AND DEALER TO ADDRESS CONCERNS.
9. KOC WOULD LIKE TO FOLLOW UP WIHLE CAR IS IN SHOP WITH CUSTOMER AND DEALER
T0WELL CONFIRM DEALER CONTACTS TECHLINE FOR REPEAT CONCERNS. TECHEINE MAY BE ABLE TO
OFFIER .

SUGGLSTIONS.
PLKCC CAN GET CORRECT PEOPLE INVOLVED TO ADDRESS THE CONCERNS SO CAR DOES NOT CONTINUE TO
RETURN

TO SR,
12, ADVISED THAT WRITER CAN SEE NO CONTACT BY DEALER TO TECHLINE SPECIFIC TO CUSTOMERS
VEHICLE AND

THIS WOULD BE ONE OF THE FIRS T THINGS KCC WOULD RECOMMEND DEALER DO,




Kia Motors America

Consumer AffAIRs Department b \
age 2 of 10

Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
. [ KNDID735885 N KIs81270 3,600

Mooresville, NC _ Prod. Date:  10/12/07 Dealer: NCOS0  Keffer Kia

13. KCC WOULD ASK THAT CUSTOMER ALLOW OPPORTUNITY FOR KCC TO FOLLOW UJP WITH APPROPRIATE
PEOPLE

TO GET CONCERNS RESOLVED.
14. ADVISED THAT KMA WOULD NOT ALLOW DEALER TO THROW PARTS AT CAR IF COMPLAINT IS NOT
VERIFIED.
15. ADVISED WRITERS CONTACT INFO.

*** PHONE LOG 04/27/2009 10:17 AM US Mountain Standard Time TDonnelly Action Type:Incoming calt
CUSTOMER STATES(MRS ):
1. WRITEER SPOKE TO HUSBAND EARLIER THIS DATE.

2. NEED TO SPEAK TO SOMEONE WHO CAN HELP US GET THIS CAR REPAIRED INSTEAD OF SENDING US
BACK TO DEALER WHO IS NOT ADDRESSING CONCERNS.
- WHAT IS KCC GOING TO DO THAT DEALER HAS NOT ALREADY DONE?
-IF WE GO BACK TO DEALER AGAIN THEY WILL ADVISE THEY CAN NOT VERIFY CONCERNS.
. THE GM/OWNER, GARY TOLD MFE I NEED TO CALL KCC
2. THEY ADVISED THEY DO NOT KNOW WHAT ELSE TO bo
7. THE GRINDING NOISE THEY TRIED TO SAY WAS NEW CAR SOUND
8. THE GUY BUDDY IN SERVICE MUST THINK WE ARE STUPID
9. DEALER NOT ONE TIME OFFERED TO COMPARE TO ANOTHER LIKE MODEL VEHICLE.
10. WE ALSG HAVE A 2009 OPTIMA AND DO NOT HAVE THESE PROBLEMS.
HLTHAVE QUIT DRIVING THIS SORENTO BECAUSE | HAVE 2 AND 3 YEAR CHILDREN AND CANNOT
BE SPENDING ALL KINDS OF TIME AT DEALER TRYING TO REPRODUCE THE CONCERNS.
F2THE CAR IS ALSO LEAKING & RUSTED ON BOTI SIDES NEAR REAR HATCH
3. THEY TRIED TO SAY THIS WAS FROM BATTERY ACID OR SOMETHING BACK THERE BUT FESTILL IS NOT
RIGHT.
14, 1AM GOING TO CONTACT DEALER AND MAKE ARRANGEMENTS TO GET CAR BACK INTO SHOP.
15 WE ARE NOT IN POSITION TO GO BACK TO SELLING DEALER THEY ARE TQO FAR AWAY.
6. HUSBAND CAN NOT KEEP TAKING TIME OFIF WORK TOBRING CAR TO SIOP.
LWILT CALE DEALTR NOW AND FIEN W] €A KOO BACK T ADVISF WHEN CAR IS IN SHOP

o e

'-\

WRITER STATES:
L APOLOGY FOR SITUATION.
2. ADVISED AS WRITER EXPLAINED TO HUSBAND KCC IS HERE TO WORK WITH DEALER AND CUSTOMER.
3 ADVISED AS OF THIS DATE WRITER CAN SI'F NO CONTACT RY DFALER TO TECHILINE FOR REPEAT
CONCLRNS.
+ ANY TIME THERE 1S A REPEAT CONCERN 1S WOULD BE FIRST STLEP
3. CAN ALSO ADVISE THAT KCC RECOMMEND CUSTOMER POINT OUT CONCERNS TO DEALER. HUSBAND
ADVISED THIS
HAD NOT HAPPENED.

6. EXPLAINED IF DEALER 1S STATING SOMETHING I5 NORMAL CHARATERISTIC OF VEHICLE. THEN THEY
SHOULD BE

ABLE TO GFT LIKE MODEL VERICLE AND COMPAR E SO CHSTOMER CAN SEE THIS IS HOW VEI ICLEIS
SUPPOSED TO

OPERATE.
TAFNOT HAPPY WITH DEALERS SERVICE CUS TOMIER i5 WELCOME TO GO BACK TO SELLING DEALER UR
ANOTHER DEALER

TO GET CONCERNS ADDRFSSED.
R DO APOLOGIZE BUT KCC IS LIMITED TO DO Al OV THAL CARIS IN SHOP. AT WHICH TIME KCC WL FOLLOW
UPWIth
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CUSTOMER AND DEALER AND OR DPSM AS NEED BE TO GET CONCERNS ADDRESSED.

*** PHONE 1.OG 04/27/2009 6¢1:39 PM US Meuntain Standard Time TDomnelly Action Type:Inconming catl
*** PHONE LOG 04/27/2000 0137 PM US Mountain Standard Time TDonnetly Action Type:Outgoing call
WRITER STATES:
1. SPOKE TO SVC MGR. STEVE CAPOBIANCO (NC050)
2 ADVISED CUSTOMER IS CALLING KCC STATING ONGOING CONCERNS WITH VEHICLEF.
3. CUSTOMER BOTH HUSBAND AND WIFE CALLED KCC THIS DATE.
4. REVIEWED LISTED CONCERNS WITH SVC MGR.
5. EXPLAINED TO CUSTOMER if HAVING ONGOING CONCERNS, WILL NEED FO GET CAR BACK INTO SHOP,
6. IN REVIEW OF HISTORY CAN SEE NO TECHLINE CASE?
7F DEALER HAS NOT BREEN ABLE TO DUPLICATE HAS DEALER ASKED CUSTOMER TO DEMONSTRATE
CONCERN, THIS
WOULD BE RECOMMENDED.
8. WOULD STATE CONTACTING TECHLINE WOULD BE GOOD NEXT STEP BECAUSE CUSTOMERS ARE
INSISTENT AND
STATLE ONGOING CONCERNS, BRAND NEW CAR,

9. KCC WANTS TO WORK WITH DEALER AND CUSTOMER TO RESOLUTION.
10.1F DEALER MAS NOT CHECKED SOME OF THESE CONCERNS WHY WOULD DEALER WANT TO HAVE DPSM
INSPECT

VEHICLE FOR A DECISION WHEN CUSTOMER HAS TO DROP CAR OFF AND THEN NOT BE ABLE TO
SPEAK TO DPSM?
L WOULD Y NOT BE BETTER SERVED TO GET CAR BACK INTO SHOP
12. CONFIRM ALL CONCERNS AND WHAT IS HAPPENING. CONTACT TECHLINE OR DPSM AND PURSUE FROM
THAT POINT.
13, CAN DEALER ADVISE WRITER WHEN CAR IS IN SHOP?
14, UNDERSTAND CUSTOMER IS GIVING DIFFERENT COMPLAINTS, DEPENDING ON WHICH PERSON I
SPEAKING TO

DEALER. WILI NEED TO MAKE SURE ONE PERSON IS SPEAKING TO ONE CUSTOMER. ALL CONCERNS
NOTED ANDY [

SAME PERSON FOLLOWS UP Wil 1} PLRSON WHO HAS LiSTED THE COUNCERNY SO HHERTE IS NU
CONFLISION,
TS5 WRITER HAS EXPLAINED RENTALS ARE NOT A PROVISION. HOWEVER ¢ AR IS BRAND NFW._CLUISTOMER
ALSO HAS 2009

OPTINIA AND IS VIERY LSCALATED SO WE ALL NEED TO WORK TOWARDS COMMON GOAL

I  ADVISED WRITIERS CONTACT INFO.

DEALER STATES:
EOWE WIRE GOING TO NAVE DPSM INSPECT THIS CAR ON TS NEXT VISIT HERE,
1 THE ONLY THING | KNEW ABOUT WAS THE RADIOQ CONCERN.
3CDPSM ALREADY TOLD 1S WE SHOULD NOT HAVE REPLACED FIRST ONE AND DECLINED TO REPLACE 2ND
ONLE.
4 WEIHTAVE EXPLAINED THIS TO CUSTOMER.
SWEONLY LOOKED A NOISE CONCERNL. X
o SINCE DUING REPATR vOR TRUNK CUSTOMER DID NU STAVE ANOTHER CONUERN. SO WILL NEED J0O
LOOK AT
CONCERN AGAIN.

TWEPXNPLAINEDY TO CUSTOMER ALLINTO REGARDING ASRBAG LIGIHT CONCERN,
8. WE HAVE GOTTEN N AND OUT OF CAR AND WORKED CORRECTLY EVERY TIME.
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9. EXPLAINED PASSENGER HAS TO SIT UP RIGHT IN SEAT. CAN NOT MGVE AROUND. CAN NOT HAVE SEAT
SLIDE FOWARD
TO CLOSE OR TOO FAR BACK.
10. WILL HAVE TO CHECK THIS AGAIN,
' EVERY TIME HE BRINGS CAR IN HE WANTS CAR TO DRIVE.
V2. WE HAVE TRIED TO EXPLAIN RENTALS ARE NOT A PROVISION OF WARRANTY.
13. WE NEVER OPENED TECHLINE CASE BECAUSE WE HAVE HAD NO REPEAT CONCERNS.
14 HE SAYS ONE THING, SHE STATES SOMETHING ELSE.
15 1 WILL BRING THEM BACK IN AND FIRST THING WILL BE THEY NEED CAR TO DRIVE.
16. WILL THEN TRY TO GET CAR BACK IN AND WILL ADVISE WRITER WHEN CAR IS BACK N SHOP.

*** PHONE LOG 04/30/2009 09:29 AM US Mountain Standard Time TDonneily Action Type:Outgoing call

WRITER STATES:

1. SPOKE TO SVC MGR, STEVE {NC050) ASKED IF DEALER HAS MADE ARRAGEMENTS TO GET
CUSTOMERS VEHICLE BACK INTO SHOP?

I WHEN WILL DEALER BE DOING T11IS?

3. WILL CHECK BACK WITH DEALER NEXT WEEK.

DEALER STATES:

1. WE HAVE NOT SET UP APPT YET BECAUSE WE NEED TO PROVIDE THEM WITH ONE OF GUR LOANER
VEHICLES. .

2. BOTH VEHICLES WE HAVE ARE OUT

3. SHOULD BE ABLE TO CONTACT CUS OMER MONDAY OR TUESDAY NEXT WEEK TO SCHEDULE CAR TO

SHOP,

4. WHEN I HAVE APPT SET UP. WILL CONTACT WRITER AND ADVISE.

5. HAVE WRITERS CONTACT INFO.

CUTEANE CHOSE S 03 2000 10235 AM US Nountain Saneard ime ' Donneil
CLOSED PENDING CALL BACK WHEN CAR IS IN SHOP.

“EPHONE LOG 081112000 67:24 AM 1S Mountain Standard Time TDonnellv Action Type:ineoming call
CUSTOMER STATES(MR :

LCARIS BACK AT DEALLR, DROPPED IT OFF TODAY.

2.WRITER ADVISED TO CALL BACK WHEN CAR 1S IN SHOP.

3. THINK DFALER WAS GOING TOGET REP INVOILVED OR SOMETHING?

SO WRITER WILL FOLLOW UP WITH DEALER?

- WILL WAIT FOR RFTURN €Al L

o

WRITER STATES:

1. CONFIRMED CALLER INTO.

2. 1S CAR IN SHOP NOW?

3. WRITER WILL FOLLOW UP WITH APPROPRIATE PLOPLE WIHILE CAR IS iN SHOP.
-ADVISED TIAT STEVE IS THE SV MGR AT DEALERSHIP,

5 ATTER FOLLOW UP WITH A PPROPRIATE PEOPLE. WY, CALL CUESTOMER BACK.

L

FEEPHONE 1L.OG 05/1172000 10:04 AM US Meuntain Siandard Time Thonnelly Action Type:Ouigoing call
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WRITER STATES:;

1. SPOKE TO SVC MGR, STEVE {NC050)

2. ASKED IF DEALER HAS DIAGNOSIS ON VERICLE?

3. WHAT WERE COMPLAINTS CUSTOMER ADVISED DEALER TODAY?

4. WILL DEALER PLEASE MAKE CONTACT WITH TECHLINE?

5. CAN DEALER ADVISE ONCE ALL CONCERNS ARE VERIFIED WHAT DEALER WILL BE DOING FOR
RESOLUTION?

6. CONFIRMED WRITERS CONTACT INFO.

DEALER STATES:
1. MR DROPPED CAR OFF THIS MORNING,.
2. WE MADE SURE TO LIST ALL COMPLAINTS ON RO AND FOR CUSTOMER TO VERIFY THESE ARE THE
CONCERNS.
3. HE ADVISED GRINDING NOISE LEFT SIDE OF VEHICLE AT START UP
4. AIRRAG LIGHT-OCS OFF LIGHT-RECALL FOR THIS NOW.
S.#1 PRESET BUTTON HARD TO PUSH
6. SPEAKERS SOUND MUFFLED
7. WE ARE CONFIRMING ALL CONCERNS AND THEN WILL CONTACT TECHLINE
5. ONCE WE HAVE REVIEWED WITH TECHLINE WILL CONTACT WRITER AND CUSTOMER TO ADVISE WHAT
WE
WILL O,
9. HAVE WRITERS CONTACT INFO.

T PHONE LOG 05/12/2009 10:54 AM US Mountain Standard Time LSims Action Type:lncoming call
Steve SM stated

1. the engine noise we are not able to duplicate

- we catled tech line and they have no way 10 lead me

- also Bob Strickland — and we started it abou 20 times

Ssene one s beenable dophicite the noise

P e Led b

wo e o duplicaicd it ever sinee ihe vl has been here

6. also they said that # T preset had to be pushed hard - we did dupliczie the button problem
Tothe rep ainh  1he sadio to be replaced

8. there is a pit stop on the concern about the sound that is coming from the speakers

9. ihe costomer said that it wax mulTled on front 2 speakers al bmes

T we got the Piestop info from tech line and | am going to wive it to the customer

T they complams that the PASS A IRITJ-_._' stayed o al time - SCUT6 just came ont and we preformed the recal
£2. the last complaint 15 about rust on the metal  on the rear defrosi

i3 sabilant 224 fooks tike carresion when it dries - but it is nal

14, we cleancd it of ' and re applied it - but over time it will do that again

150t dhoes go un chear al first

16. 1 just wanted w0 1ot Terri know what we had found before we catled the custonmer

Vi now Twill coll the customer

W slated
1. Thank  you for (he info
2w will update case notes and make Teri aware of the eall

FEEPHONE 1LOG O3/13:2009 07:41 AM US Moumtain Standard Time I'Donneily Action Type:Incoming call
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CUSTOMER STATES:
1. LEFT VM MESSAGE 12:43 ON 5/12/09 STATING DEALER $VC MGR. STEVE TOOK CARE OF SOME CONCERNS.
2 THERE ARE A COUPLE OF THINGS STILL. NOT RESOLVED. PLEASE CALL BACK.
3. THE DROP IN SIGNAL LOSS OR WEAK SIGNAL NOT RESOLVED-DEALER ADVISED THIS IS A KNOWN
CONCERN

ON THE 2007 & 2008 AUDIO'S. DELPHI BRAND
4. THIS DOES NOT HAPPEN IN MY OTHER KIA VEHICLE OPTIMA
5. DEALER ADVISED THAT FOR THE PRESET BUTTON CONCERN THEY WILL NEED TO REPLACE AUDIO AND
THEY

HAVE THIS ON ORDER.
6. THE NOISE AT START UP CONCERN THEY COULD NOT DUPLICATE
7. REVIEWED FURTHER WITH WIFE WHO DRIVES CAR MOST OFTEN AND SHE STATES IT ONLY HAPPENS ON
INITIAL

FIRST START UP.
8. WOULD LIKE TO DISCUSS FURTHER, PLEASE CALL'BACK.

*4x PHONE 1.OG 05/14/2000 10:02 AM US Mountain Standard Time TDonnelly Action Type:Incoming calt
CUSTOMER STATES(MR :

1 LEFT VM MESSAGE AT 7:32 AM REQUESTING CALL BACK ABOUT CAR AT (NC0O52)

2. CAN BE REACHED AT

#x5 PHONE 1.OG 05/15/2009 07:01 AM US Mountain Standard Time TDonnelty Action Type:Outgoing call
WRITER STATES:

[. LEFT VM MESSAGE FOR CUSTOMER TO CALL WRITER.

2. ADVISED 800# AND EXTENSION.

s PLIONE LOG 05/15/2009 08:17 AM US Mountain Standard Time TDonnelly Action Type:lncoming call

CUSTOMIR STATES:

LD DNVAMMESSAGL AT Y5 RUVURNING WRITERS CARLL

2 STILL HAVING PROBLEM WITH RADIO AND DEALER COULD NOT CONTIRM GRINDING NOISL
CONCERN.

3. WOULD LIKE TO DISCUSS THIS WITH WRITER FURTHER.

4. PEEASE CALL BACK.

5 PHONE LOG 0571572009 08:23 AM US Mountain Standard Time TDonnelly Action Type:Ouigoing call

WRITER STATES:

1. LEFT VM MESSAGE FOR DPSM. BOB STRICKLEN TO CALL WRETER AT EXT 45099

2. CUSTOMER STATES ONGOING CONCERNS WITH 2008 SORENTO 3600 MHULES

3. STATES NOISE AT START UP THAT DEALER (NCO30} CAN NOT DUPLICATE

3.1 1S WRITERS UNDERSTANDING DPSM DID START CAR WITH DEALER AND COULD NOT DUPLICATIE AS
WELL PER SVC MGR. STEVLE.

5. CUSTOMER ALSO STATES MUFFLED SOUND COMING FROM SPEAKERS AND DEALER ADVISED CUSTOMER

OF PIT STOP AND NOTHING TO REPAIR.
 CUSTOMER NOT 1APPY WITIT RESOTUTION AND IS REOVESTING TO GET CONCFRNS ADDRESSEN

-
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7. NEED TO KNOW WHAT DPSM WOULD RECOMMEND WRITER ADVISE CUSTOMER?
8, WILL SEND CASE NOTES. PLEASE CALL WRITER BACK.

*** EMAIL OUT _ TDonnelly Action Type:External email

Send to:[RSTRICKLEN@KIAUSA . COM]

BOB,

LEFT VM MESSAGE FOR DPSM, BOB STRICKLEN TO CALL WRITER AT EXT 45099,

CUSTOMER STATES ONGOING CONCERNS WITH 2008 SORENTO 3600 MILES

STATES NOISE AT START UP THAT BEALER (NC050) CAN NOT DUPLICATE

IT IS WRITERS UNDERSTANDING DPSM DID START CAR WITH DEALER AND COULD NOT DUPLICATE AS
WELL, PER SVC MGR, STEVE.

CUSTOMER ALSQ STATES MUFFLED SOUND COMING FROM SPEAKERS AND DEALER ADVISED CUSTOMER

OF PIT STOP AND NOTHING TO REPALR.

CUSTOMER NOT HAPPY WITH RESOLUTION AND IS REQUESTING TO GET CONCERNS ADDRESSED.
NEED TO KNOW WHAT DPSM WOULD RECOMMEND WRITER ADVISE CUSTOMER?

WILL SEND CASE NOTES. PLEASE CALL WRITER BACK.

THANKS.
TERE
You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  If it has been

sent 1o you in error. please notify the Kia Consumer AtfATRs Dept. at 949.468.4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. It is not 10 be
distributed or disseminated 10 any third party without the express written consent of Kia Motors America.

~=File Atachment: weopubsiClarfyOBRCA_Atachments\SendHistory\Case_K1381270_TDonnelly_05-15-2009091507.docs>

TEONOTENOF TR 20000050 I US Mowntain Standird inw FDonelly Aciion Duperl -l rew,

WRILER STATES:

L EMAIL RECEIVED FROM DPSM. BOB STRICKIEN STATING CAR HAD SAT AT DEALER OVERNIGHT
2WAS WITH DEALER WHEN HE DID START CAR FIRST THING IN AM

3. THERE IS NO ABNORMAL ENGINE NOISE

CDEALER ORDERED RADIO FOR PRESET BUTTON CONCERN.

.

TEENOTES U3 192004 03:32 PM US Mountain Standard Time TDonnelly Action Type:Manager review
WRITFER STATES:
1 DISPATCIING CASLE 1O REGION FOR CUSTOMER CONTACT
L CUSTOMER NOT HAPPY WITH DEALER (NC0O50) AND DPSM RESOQLUTION ON REPEAT CONCERNS WITH
VIIRCLE
3. CUSTOMER STATES GRINDING NOISE AT START UP
4. 5 1A TES NOISE FROM SPEAKERS IN AUDIO
5. DEALER HAS NOT BEEN ABLE TO DUPLICATE NOISE CONCERN,
6. DEALER HAS ORDERED AUDIO FOR CONCFERN WITH PRESET BUTTON BUT FAILED TO STATE WHAT WOUILD
I3
DONE WIHH SPEAKER CUTTING IN AND QUYL
T PLEASE CONTACT DEALER. DPSM AND CUSTOMER FOR RESOLUTION
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8. VLCHICLE IS BRAND NEW WITH LOW MILEAGE.

#** PHONE LOG 05/21/2009 07:58 AM Eastern Dayhght Time OSprague Action Type:Quigoing call
Writer lelt message for customer requesting calt back

*** PHONE LOG 05/21/2009 09:06 AM Eastern Daylight Time OSprague Action TypeIncoming catl
csT (I - message stating:

1. Vam currently out of the State

2. Please call me on Monday (5/25) to discuss the concerns we are having

*** NOTES 05/21/2009 09:06 AM Eastern Daylight Time OSprague Action Type:Manager review
Note:  Since Monday is a holiday. writer will contact customer on Tuesday (5/26)

*** PHONE LOG 05/21/2009 09:57 AM Eastern Daylight Time OSprague Action Type:Outgoing call
Writer spoke to service manager (Steve) at NCO50 and stated:

1. Please fax me all RO’ w/itech notes

Steve stated:

The customer's complaint with geinding noise at start up has not been duplicated

The DPSM actuaily inspected the vehicle and was not able to duplicate this concemn

The customer’s complaint with the radio speakers are actually duc 1o the radio fading infout as designed
The cusiomer is also complaining about the #1 preset button not working properly

DPSM has authorized us to replace the radio for the preset button

6. The customer is in Fl1.. s0 he will call us when he gets back (o schedule an appt 1o replace the audio system
Fhe custemer has been advised replacing the eadio wont change the fading i ous

So Twaid fax vou alh dhe RE)'s

DB

FEEPHONE LOG 032002009 03:02 PM Eastern Bavlight Time OSprague Action §ype:Qutgoing call
Wrier spoke 1o customer and stated:

L. Tam calling about the concerns you are having with the radio

2. Junderstand the dealer is going to replace the radio asain due to the #1 preset button not working
CST siated:

1. They have offered 10 replace the radio

Fhave decided to upgrade the radio to a DVD/NAV system

The system that | found is $1.000

Waould Kia be willing to help with any of the ensi?

I IGa would at Jeast cover the cost of the current radio. that would be helplul

6. Fam not happy ihae wasn't lold about the design of this sadia when | purchised the sehicle
Writer stated:

1. Tapologize that vou are not happy with the existing radio fading m/oul

20 Dwill find ow what the cost of the current radio s

3. ishould be able o offer you GW in the amount of the cost of the current Mo radio

o Lt
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*** PHONE LOG 05/26/2009 03.07 PM Eastern Daylight Fime OSprague Action Type:Quigoing cail
Writer spoke 1o service manaper {Steve) at NCOS0 and stated:

L. Would you please tel} me the cost of the radio in this vehicle if we were going to replace it?

Steve stated:

I, Our cost is $203.40

2, The cost 1o the customer would be $339 plus $300 for the core

**¥ PHONE LOG 05/26/2009 03:11 PM Eastern Daylight Time OSprague Action Type:Outgoing call
Writer spoke to customer and stated;

1. I'spoke 10 the dealer about 1he cost of the radio

I can reimburse you $225.00 lor a replacement radio

Is that something you are inleresied in?

CST stated:

I. Tappreciate the help

2. 1 will discuss this with my wile and then we'll have to come up with the money 10 buy the upgraded radio
Writer stated:

L. Pwill send you a fetter that states Kia will reimburse you $225 for a replacement radio

2. Twill need you 1o send a receipt that shows you had the radio replaced

3. [will give you 30 days on the fetter and it you need more time, we can discuss that

CST stated;

1. Thanks for alf your help

2,
3.

T PHONE LOG 06/2472009 08:52 AM Easiemn Daylight Time OSprague Action Type:Outgoing call
Writer left message for customer stating:

1. I'wanted 1o follow-up 10 see if you made a dectsion on replacing the audio system

2. I Fhavent heard from you by 6/30. I will aitempt to call you again

S ONT LUG U630 2000 01:03 PM Lastern Daylight §ime Usprague Action |ype:Quigomg call
Wrnter fell message lor customer stating:

. bam following up 10 see if vou have replaced the andio svstem in vour vehicle

2. The offer 1o reimburse you $225 is valid through today (6/30)

3. Wvau have alreads replaced the radio -or- plan in doing it in the near future. please call me

4. Dwill see il Eean wilt reimburse vou

CASE WILL BE CLOSED PENDING FURTHER CONTACT FROM CUSTOMER

¥ CASE CLOSE 06/30/2009 01:06 PM Eastern Daylight Time OSprague

FEEPHONE LOG 063072000 03:47 PM Llastern Daylight Time OSprague Action Type:Tncoming call
Customer catled and stated:

1. Lam resurning your call

20 I'mosorry 11 wok e so long to get back o you

3o Wetuund oud s guing Lo cost way too el fo uggrade Uie audiv sy slem

4. Since we were having problems with the radio. the dealer replaced 1t with another Kia radio
5. Hopelully this onc will work better even though it still fades infow

6. Lundersiand that is a normal tealure of the radio
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
KNDID735885 N K 1581270 3.600
Mooresville, ~NCH Prod. Date:  10/12/07 Dealer: NC050  Keffer Kia

1. If we ever decide 1o upgrade the radio, we will go to an independent facility and pay for it
8. Thank you for all your help

Writer stated:

1. I'm glad the dealer took care of replacing the radio

2. T'm sorry it was going 10 cost too much to upgrade

3. Please let me know if there 1s anything else we can do for you

*** CASE CLOSE 06/30/2009 03:48 PM Eastern Dayliglt Time OSprague
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Last name First name VIN of 2008 SORENTOQ 4X2 EX Case Number  Mileage
I KNDID736685 NGB K1550004 7,921
Denton. TX [ Prod, Date:  5/10/07 Dealer: TX026  Huffines Kia
Case History Complamt p. A TR Aceivranen
== PHONE LOG 02/04/2009 09:51 AM US Mountain Standard Time RHall
stated

1 F have been working with TX026
2 My vehicle 1s at home right now

3 Drivers side Athag light stays on constantly _

4 well that sometimes happens and it is ok for that iight to be on

5 But ] heard that someone got in an accident in CA who was told the same thing
6 it 15 truely sad the workmanship has gone down so bad

7 Had to order new drink hold for the back

8 Chrome 35 peeling off and silver coloring on shift lever is wom off

9 the scals is starting 1o come unraveled

10 when vou push drivers seat afl the way to the front there is a patch in the carpet
LE The quabty of the vehicle is what Fam upset with

12 I would trade it in but 1 cant afford it

wrt stated
b Apologized

2. KMA would like to oversee the rcpAlR of your veh and help the dir

3. Exhaust all resources to help rep AT your veh
4. Will follow up with the dir and contact you with any new information as soon as it is available
5. Gave casedf to cb when velt is at the dir

6, Kz as the mir will repA TR ihe vehicie the way it was designed

Mrs - stated

I what if' 1t was designed poorly?

wil stated

Fapelogized the Sorenio were nol designed poerfy:

2 vonstged belsre they are grear cars i that 1w by sou have owored 2 of thiem
3 wit can document your complaint on vehicle guality

4 but KMA wants o work with you 10 get vour vehicle to where is was desizned

5 please ¢cb unee the veh is at the dir

M rs-stmcd

lok 1 wilh thanks for listening to me ramble

=¥ CASE CLOSE 02/04/2009 (09:52 AM LS Mountain Standard Time RHall

FEE PHONT]OG 02042009 11:42 AM IS Mountain Standard Time ASchombert Action Tvpe:Incoming call
STATED
1.TX026 OFFERED TO TRY AND FIX THE VEHICLE AGAIN
2478 T A LR BAG 1S NOT WORKING PROPERLY ON THE DRIVER'S SIDE
SOERHE LEGITE O P HEE DASITSTAYS ON
4. M AT TX026 TOLD MIE THEY HAVE NO IDEA 1HOW TO FIX THE ISSUE
5. THE DEATFR SAID THERF IS NO ASSISTANCE WITH ANY ALTERNATE TRANSPORTATION
0.1 WISH 1 WOULD NOT HAVE SOLD MY 04 KIA. THIS 1S MY 3RD KIA AND BELIEVE THEY IN GENERAI ARF
GOOD VEHICLES
7. WAS WORKING WITH HARLEY AND HM IS WHO T AM SPEAKING TO TODAY
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Last name First name VIN of 2008 SORENTO 4X2 EX Case Number Mileage
kNDID7366SS|  «ssoo0a 702
Denton. TX_ Prod. Date:  5/10/07 Dealer: TX026 Huffines Kia

WORKING PROPERLY
9.1 AM REQUESTING ASSISTANCE WITH ALTERNATE TRANSPORTATION WHILE VEHICLE IS AT THE DEALER

AND GETTING REPAIR TO A SAFE TO DRIVE VEHICLE

WRITER STATED

L. APOLOGIZED

2. ADVISED IS TRUE RENTALS ARE NOT A PROVISION OF KIA'S WARRANTY

3. REQUESTS ARE REVIEWED ON A CASE BY CASE BASIS

4. DECISION DOES NOT COME FROM THIS OFFICE, BUT DO ASSIST WITH ADDRESSING REQUEST
5. WILL CONTACT SVC MGR VERIFYING ALL KIA'S RESOURCES ARE BEING UTILIZED

6. VEHICLE WILL NEED TO BE DIAGNOSED WITH A WARRANTY REPATR THAT WILL TAKE OVER 24 HOURS
TO ADDRESS REQUEST

7. PROVIDED CASE # WRITER'S NAME AND EXT

8. REASSURED KMA 1S CONCERNED WITH CUSTOMER BEING HAPPY WITH HER KIA AND VEHICLE'S SAFETY
CUSTOMER THANKED WRITER AND CALL ENDED

P PHONE LOG 02/04/2009 02:00 PM US Mountain Standard Time ASchombert Action Type:Qutgoing call
WRITER CALLED TX026- MIKE

MIKE STATED

1. SVC MGR 1S OUT TODAY

2. A PART FOR THE SHIFTER HAS BCEN ORDERED

3. NO HISTORY OF aNY AIR BAG LIGHT ISSUE BEING ADDRESSED
4. VEIHCLE 1S NOT CURRENTLY 1IERE
WRITER THANKED MIKE AND CALL ENDED

¥ PHONE 1.OG 02/05/2009 12:37 PM LS Mountain Standard Time ASchombert Action Type:Owtgoing call
WRITER CALLED DEBBIE GRIMES

FOHATTIAS BEFN WORIKING ON THLES

2DIDNTY REALLZE VT WASN'T DOCUMENTED

3 1AM GOING TO CALL NEXT WEEK TO MAKE THE APPOQINTMENT

WRITER STATED

LADVISED KMA FIAS MANY RESOURCES TO ASSIST DEALFRS IN THAGNOSING

A THERE IS NO RECORD OF TIHNZISSUE FIARD TO WORK ON A SOLUTION OR FOLLOW UP ON WIAT 11AS
BEEN DONE

3. CONTACT WRITER WITH APPOINTMENT DATE AND TIME AND WH.I. FOLLOW UP WITH DEALER
CUSTOMER THANKED WRITER AND CALL ENDED

*#**+ (CASE CLOSE 02/05/2009 12:37 PM US Mountain Standard Time ASchombert
PENDING CUSTOMER CALL BACK WITH DEALER APPOINTMENT

= CASE CLOSE 04/10/2009 07:40 AM US Mountain Standard Time DUnderwood
TREAD REVIEW COMPLETED BY PELE UNDERWOOD

*EE PHONE LOG 06/17/2009 07:12 AM US Mountain Standard Thme UValercia Action Type:Incoiming calt
FROM DUPLICATE CASE # K1601320%ss s mkr




Kia Motors America

Consumer Aff4IRs Department Page 3 of 4

Last hame First pame VIN of 2008 SORENTO 4X2 EX Case Number Mileage

] knDIp73668 s ENEG_ K1550004 7,921
Denton, TX - Prod. Date:  5/10/07 Dealer: TX026 Huffines Kia

#** PHONE LOG 06/16/2000 03:04 PM US Mountain Standard Time TLarson
SERVICE ALERT VOICEMAIL RECEIVED FROM MIKE @ TX026

I PROVIDED CUSTOMER NAME
2 PROVIDED LAST 8 OF VIN
3 CALL ME BACK

*#* PHONE LOG 06/17/2009 07:15 AM US Mountain Standard Time UValencia Action Type:Outgoing call
Contact Name: MIKE

Year/Model/Miteage of Vehicle: 7921

RO Open Dale: 6/16/09

Days Down at initial Service Alert report: O

chA IR tssue:

AIR BAG LIGHT

BOTTON SEAT WAS ORDERED AS PER PREVIOUS VISIT

SHE WAS HERE ON 6/1. AT THAT TIME WE FAILED TO RECOGNIZED THAT PART WAS HERE. NO ONE
MENTIONED THE AB LIGIIT ISSUE (PREV SVC ADVISOR NO LONGER HERE)

SO WE HAD TO CALL HER IN AGAIN

ETA for completion of rcpA]Rs: TODAY

Repeat RepA]R (Y/N). if so. how many? Y{2)
Techline Case?  Wsa, #?2 TI601222

Rental Provided?  II'so. since when?Y (EXT WARRANTY)
DPSM contacted by dealer? Y

cst piix 1<

R PTHONE Lot glda 2oy gy 13 AN US Mounain Stindard Time UVaienciz Action LyperOuigoing call
WRT CALLED MS ﬂ WRT LVM REQUESTING A CALLBACIK. PROVIDED CASE# AND CONTACT
INFORMATION

s BUGL OG 06:£7. 2009 11:14 AM US Mountain Standard Time Uvalencia Action Type:incoming call
MS LVM REQUESTING A CALLBACK AT 940-566-3030

FEEPHONE LOG 662172009 1116 AM US Mountain Standard Time UValencia Action Type:Outgoing call
WRT CALLED MS GRIMES. WRT LVM REQUESTING A CALLBACK. PROVIDED CASE# AND CONTACT
INFORMATION

2 PHONE LOG 06/18/2009 12:41 PM US Mountain Standard Time UValeneia Action Type:Quigoinyg call
WRT CALLED MIKE AT TX026. WR'T LVM REQUESTING A CALLBACK . PROVIDED CONTACT INFOR MATION

TEE PHONIE LOG 06/19/2009 06:39 AM US Mountain Standard Time UValencia Action Type:Outgoing call
WRT CALLED MIKE AT TXNO20

1- CALLING TO MAKE SURE THAT VEHICLLE WAS FIXED

T R N R N L I I O N Ta 1 ]
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[ I kNDID736685 T K1550004 7,921
Denton. TX- Prod. Date:  5/10/07 Dealer: TX026 Huffines Kia

CALLER STATES
L- IT WENT OUT THE SAME DAY 6/17

*** PHONE LOG 06/19/2009 07:24 AM US Mountain Standard Time UValencia Action Type:Quigoing call

WRT CALLED MS

.- APOLOGIZED

2.- CALLING TO MAKE SURE THAT VEHICLE IS WORKING FINE

3.- UNDERSTAND THAT YOU HAD ISSUES WITH THE AB. WANT TO MAKE SURE THAT THEY HAVE BEEN
RESOLVE

4.- WRT IS AWARE THAT CST HAD TO MAKE AN EXTRA TRIP TO THE DLR

3.- WRT WAS TOLD THAT PREVIOUS EMPLOYEE FAILED TO CORRECT SITUATION ON PREVIOUS VISIT {FHEY
HAD THE PARTS)

.- PROVIDED REFERENCE# AND CONTACT INFORMATION

7.-1F YOU HAVE ANY MORE PROBLEMS PLEASE CALL  MF BACK

8.- THERE ARE OTHER MODELS, SUCH IS THE CASE OF THE BORREGO, THERE IS ALSO A TOTALLY
REDESIGNED SORENTO COMING UP '

9.- THE NEW PLANT IN GA. WILL BE DEDICATED 70 ASSEMBLE THE NEW SORENTO

10.- CST THANKED WRT FOR INFORMATION

CALLER STATES

L- WHAT HAPPEN IS THAT 1 HAD MY CAR AT THE SHOP  TIMES FOR THE SAME PROBLEM 4 TIMES (EXTRA
VISIT. SINCE TECHNICIAN FAILED TO RECOGNIZED FTHAT PART WAS AT DLR ALREADY)

2-11S BEEN A PROBLEM SINCE [ GOT THE CAR

3. THEY FINALLY CALLED THE KIA REP. THEY FOUND THE PASSENGER SEAT NEED 1T TO BE RE-DONE
4.- 1AM DISAPPOINTED ON KIA. BECAUSE 1 HAD AN 05 SORENTO. WHICH [ LOVED AND SOLD TO MY DAD
3.- LGOT THE 08 INSTEAD. WHICH SEEMS TO ME AS IF KIA IS TRYING TO SAVE MONEY HERE AND THERE
0.- 1 DON'T LIKE THE WORKMANSHIP OF THE SEATS. YOU CAN TELL THE DIFFERENCE FROM THIS MODEL
AND TIIE PREVIOUS ONE

TS QUALITY OF FHE PARTS ARF GETTING SHIPPTR

Ne G ANY VETICLE THAT THAVE EVER HADU I NEVLR LA ACAR TEENT T CTLANGED SO NUCH N QUALLTY
OR WORKMANSHIP WITHIN A YEAR

9 FAM THINKING ABOLT TRADING MY VEHICILE

10.- 1 AM THINKING ABOUT THE SPORTAGE. | SAW THE BORREGO. WHICH LOOKS GREAT

H-RBUT PTHINK THATIS A LITTLE TO FXPENSIVE FOR MF

P2 DIDNT KNOW THAT THERE WAS A NEW SORENTO COMING UP

Pa- TMIGHT WAY FOR THAT ONI:

14 MY SISTER WANTS TO BLY MY CAR, SO 1 MAY SEEL MY CAR TO HER. AND GET THLE NEW SORENTO
15.- WE ARE A SORENTO FAMILY

e CASE CLOSE 06719/2009 06:25 AM US Mountain Standard Time UValencia
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Last name First name VIN of 2008 SORENTOLX 4X4 Case Number Mileage
. e knDIC73583 K1473853 2,500
Flagstaff. AE- Prod. Date:  10/13/07 Dealer: AZ037 Oxendale Kia
Case History Complaint Dealer

*** PHONE LOG 07/18/2008 07:59 AM US Mountain Standard Time SLarez

CUSTOMER STATLS.

1.1 BOUGHT THE CAR ON MEMORIAL DAY WEEKEND AND WHEN I GOT HOME | REVIEWED THE PAPER WORK
2. MONRONLY LABLEL INDICATES [ SHOULD HAVE A CARGO TRAY. A WEEK AGO THEY TOLD ME THEY WILL
INSTALL THE CARGO TRAY

3. WE ARE IN JULY AND {T HAS BEEN OVER TWO MONTHS SO 1 AM HOPING 1 CAN GET THIS TAKEN CARE

4. THEY SAID THEY WOULD CALL ME BUT THEY HAVE NOT CALLED ME.

5. THE PASSENGER SIDE ATR BAG INDICATOR SOMETIMES COMIES ON OR COMES OFF. 1T 1S NOT WORKING
PROPERLY

6. THE SERVICE DEPARTMENT INDICATED [T WAS A KNOWN PROBLEM AND THEY FIX IT THEN STATED THEY
WOULD HAVE TO CALL ME BACK AND THEY NEVER HAVE.

7.MY WIFE WAYS 132LBS, AND IT SHOULD REGISTER,

8.1 BOUGH THE CAR FOR THE SAFETY FACTORY AND THE FEATURES ARE NOT WORKING RIGHT.

WRITER STATES.

1.1 AM SORRY TINS IS THE CASE.

2. LET ME TRY TQO REACH SALES NOW. THE SERVICE PART OF THE CALL MAY TAKE UP TO 24 HOURS TO
RESOLVI SINCE I MAY HAVE TO SPEAK TO OUR FACTORY REP.

3. 132 LBS IS THE NORMAL ADULT FEMALE RANGE AND 1T SHOULD REGISTER CONSISTENTLY, WE DO HAVE
AN UPGRADE TO THE MODULE HOWEVER 1 BELIEVE ON THE NEWER MODELS THAT SHOULD BE TAKEN CARE
OF.

4. YOU MAY WANT TO REVIEW YOUR OWNERS MANUAL AJR BAG SECTION AS WELL. /T IS VERY
INFORMATIVE.

CUSTOMER STA'TLS.
1. THANK YOU.

WRITER CALLED DEALERSHIP THEY WERE CLOSED. WILL FRY LATER.

WRITER CALLED GOT BACK TO CUSTOMER
WRITER STATES.
LACOULD NOT SPEAK TO SALES, I WIHLL RITURN YOUR CALL WHEN 1 DO.

% PHONE LOG 07/18/2008 08:06 AM US Mountain Standard Time SLarez Action Tvpe:lncoming call

WRITER CALLED DEALERSHIP BACK AND SPOKE TO MINESIL G.M:. SALES MANAGER AT FLAGSTAFF KIA
WRITER STATLS.

1L TWANTED TO ADVISE YOU OF A SITUATION WITH THIS CUSTOMER

2ACCORDING TO FHE CUSTOMER THE MONRONEY LADBE]L INDICATED A CARGO TRAY ON TIIE

PASS NGLR SIDL SLAT. T WaSs NOT THEREL WHEN PHIL CAR WAS SULD LO THN AND AT TER DLBATING 1T A

FEW TIMES YOU GUYS FINALLY AGREED TO TAKFE CARE OF IT AND PUT ONE ON.
3. THE CUSTOMER IS STATING NO ONE HAS CALLED HIM TO FELL HIM THE PART IS THERE.

MINESH STATES.
I THAVE BEEN HERE SINCE JUNE AND DO NOT KNOW ANY THING ABOUT THIS.




Kia Motors Aimerica
Consumer Aff4IRs Department

Page 2 of 2
: First_name VIN of 2008 SORENTO LX 4X4 Case Number Mileage
m KNDIC73588 S K 1473853 2,500
Flagstaif, AZ- Prod. Date:  10/13/07 Dealer: AZ037  Oxendale Kia

2. WHO DID HE SPEAK TO

WRITER STATES.
1.1 AMNOT SURE LET ME CALL HIM

WRITER GOT BACK TO CUSTOMER
WRITER STATES.

LT AM SPEAKING TO MENISH THE G.M. OF THE DEALERSHIP AND HE DOES NOT REMEMBER THIS. WHO DID
YOU SPEAK TO

CUSTOMER STATES.
LEKEPT THE V.M. FOR THIS REASON, 1 WILL CALL YOU BACK

WRITER GOT BACK TO G.M AND ADVISID,
I. THE CUSTOMER DOES NOT REMEMBER THE NAME., HE WILL CALL ME BACK WITH THE NAME. CAN YOU
GET ME TO PARTS TO SEE IF THE PART IS IN.

WRITER WAS TRANSFERRED TO SHARRON IN PARTS.

SHARRON STATES.

LTHE PART IS HERE AND L CALLED HIM WHEN IT CAME IN. HE WAS SUPFOSED TO CALL SERVICE TO GET IT
TAKEN CARFE. OF.

CUSTOMER CALLED IN ON THE OTHER LINE.
CUSTOMER STATES,
1. 1 SPOKE TO SHARRON AND SHE STATED SHE WOULD CALL ME BACK

WIRITEK S1ALLES.
FTHAVE SHARRON ON THE OTHER LINE AND THE PART IS THERE, 1LET ME GET SERVICE ON THE LINE SO WE
CANSCHEDULTF THE APPOINTMENT,

CUSTOMER STATES.
L TIIANK YOU!

WRITER WAS TRANSIERRED TG CHRISTOPHER IN SERVICE

CHRISTOPIIER STATES,

LAVE CAN INSTALL THE CARGO TRAY AND ALSO THE QCS MODULE 1S HERE TOO SO WE CAN TAKE CARE
OF THE ATR BAG CONCERN AS WELL

2. HAVE HIM CALL US,

WRITER SEALS,
LTWILE CONNECT HIM NOW. I IS ON THE LINE

WRITER CONNECTED CUSTOMER TO SERVICE SO APPOINTMENT CAN BE MADE.
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I KNDICT3sX8 S| K1630383 6,524
Meridian. 1D IR Prod. Date: 11/9/07 Dealer: ID010_ Dennis Dillon Kia
Case_History Complaint g, ATR 4 ccicrance

*** PHONE LOG 08/14/2009 08:46 AM US Mountain Standard Time UValencia
800# VM BY LARRY FROM ID0O1O
.- PROVIDED VINS AND CST NAME

2.- PASSENGER AIR BAG LIGHT WARNING STAYING OFF INTERMITTENTLY WITH PASSENGER IN SEA]
3.- RECALL HAS BEEN PERFORMED

4.- REPLACED SEAT BOTTOM AS PER TECH LINE APPROXIMATELY ABOUT A MONTH AGO
5- 1DID HAVE THE CST SIT N THE SEAT AND THE WARNING LIGHT DID TURNED OFF

0.- WE WERE NOT ABLE TO VERIFY THE PROBLEM

7.- WILL BE CONTACTING TECH LINE

*** PHONE LOG 08/17/2009 11:00 AM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED LARRY @ IDOIYVOICEMALL)

I RETURNING YOUR SERVICE ALERT VOICEMAIL
2 PLEASE GIVE ME A CALL BACK -
3 PROVIDED CALL BACK INFORMATION AND CASE NUMBER

#*#* PHONE LOG 08/18/2009 08:22 AM US Mountain Standard Time TLarson Action Type:Outgoing calt
WRITER CALLED LARRY (2 1D010

Dealership Contact Name:  LARRY @ ID010
Year/Model/Mileage of Vehicle: 08 SORENTO 6524
RO Open Date: 8/14/09

Days Down al initial Service Alert Report: 0

RepA IR 1ssue: AB LIGHT
FT A o complerion of rep AR < = 14 00 povy

Repeat rAIR (Y/N) it s0. how many? YES
Techline Case? I so. #7 TI630498

Rental provided? 1 s0. since when? NO

DPSM contacted by dealer? WILL CONTACT DPSM

WRITER REVIEWED CASE WITH LARRY v 1DUGI0

I VEHICLE 1S NOT CURRENTLY DOWN

2 CUSTOMER CAME IN ON FRIDAY

3WETRIED TO DUPLICATE/VERIFY THE CONCERNS AND WIRFE LINABE F TO DO SO

4 WL REPLACED THE SEAT BOTTOM ABOUT A MONTH AGO

SCURRENTLY WENEED TO CALL OUR DPSM . TECHLINE WANTS US TO REVIEW THE CASE WITH THEM TO
DETERMINE THE NEXT STEP

FEEEMAIL OUT TLarson Action Tvpe:Fxternad email
Send i BSHARP@ KIAUSA.COM|
BILL.

RECLEIVED THIS CASE ON THE SERVICE ALERT LINE TROM IDOT0. SPOKTE WITH LARRY TODAY AND THEY ARE

DEALING WITH A 08 SORENTO 6524 MILES WITH A OCS LIGHT. IDoto REPLACED THE SEAT BOTTOM ABQUT
A MONTH AGO {TIRRFNTIY WF HAVE RFEN TINARIF TO DEIPL CATE THFE 1SSTIF THE €1 ISTOMFR SAT IN THF
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Meridian. IO Prod. Date: 1179707 Dealer- IDO10Dennis Difion Kia

WORKING WITH TECHLINE AND TECHLINE REFERRED 1DO10 TO YOU DIRECTLY. LARRY @ D10 SAID HE
WOULD CALL YOU TODAY. IF YOU DONT HEAR FROM HIM SHORTLY PLEASE CALL HIM AND REVIEW THIS
CASE. ONCE THE NEXT STEPS ARE DETERMINED CAN YOU LET ME KNOW SO I CAN UPDATE THE FILE AND
FOLLOW UP WITH THE CUSTOMER. THANKS FOR YOUR HELP.

TODD EXT 46055

You have been sent a Kia Consumer Assistance Case for yvour reference and action as may be noted in the Case.  H it has been

sent to you in error. please notify the Kia Consumer A4 R Dept. at 949,468 4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary docwment. It is not to be
distribeted or disseminated to any third poarty without the express written consent of Kia Motors America,

<<File Attachment: \\copubs\Clarif‘yOBJ\CA_mmchmen[s\SendHistory\Case_K 1630383 _TLarson_08-18-2009091156.doc>>

*** PHONE LOG 08/19/2009 08:58 AM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM BILL SHARP (VM)

P CALLING YOU TO DISCUSS THiIS CASE

25ENT YOU A EMAIL YESTERDAY AND WANTED TO KNOW IF YOU HAD A CHANCE TO REVIEW THIS CASE
WITH THE DEALER

3TECHLINE REQUESTED THAT THE DEALER CALL YOU TO REVIEW THE CASE TO DETERMINE THE NEXT
STEPS

4 TECHLINE FEELS THAT THE CUSTOMER MAY BE TO SMALL AND THAT 1S WHY THE O CS LIGHT IS STAYING
ON_HOWEVER DEALER HAS NOT BEEN ABLE TO VERIFY THE CONDITION WITH THE MOST RECENT VISIT

S PLEASE REVIEW THE CASE WITH THE DEALER AND LET ME KNOW HOW WE ARE PROCEEDING

T PHONE 1OG 081972009 19:27 AM US Meuntain Standard Time TLarson Action Type:Outgoing call
WRITER RECEIVED CALL FROM DPSM BILL SHARP

FOALLING YOU BACK ON TIHS CASE

JTREVIEWED THE CASE WITH THE SV MGR

3 WHEN MARK WLHTE WAS A FTR T KNOW HE HAD A PROGRAM THAT HE COULD USE FOR SMALLLR PEOPLE
A SOWIAT EWOUL D DO N THES CASE WOULD BE YO SENIY IT T THE REGION

5115 POSSIBLE THAT JIM KNOWS FURTHER INFORMATION ABOUT A FIX FOR THIS PROBLEM

WRITER ADVISED

I OR TWIILL DO THIAL
2 HHANKS

TFEPHONE LOG 0871972009 09:29 AM US Mountain Standard Time TLarson Action Type:Ouigoing calk
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Last name

Meridian, lD- Prod. Date:  11/9/(07 Dealer: IDOI0O  Dennis Dillon Kia

WRITER DISPATCHING CASE TO WRCA

1 PLEASE NOTE ABOVE COMMENTS
2 DPSM IS REQUESTING THAT FTR ASSISTANCE BE COORDINATED FOR D00

3 DPSM BILL SHARP MENTIONED A DIFFERENT O CS PROGRAM FOR PEOPLE THAT ARE SMALLER

4 PLEASE DETERMINE IF PROGRAM UPDATE 1S AVAILABLE FOR O CS
5 PLEASL DETERMINE WHEN FTR WILL BE AVAILABLE FOR VISIT TO IDO1O

LT A CT AR A ST ST O AP AXTTN WA T D Ty g TVRIICT W11 M 5T VR 1 ALIAST Ay C
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Kia Motors America
Consumer Aff4IRs Department

Pape 3 of 15
Last name First name VIN of 2007 SORENTO LX 4X2 Casc Number Mileage
I kNDID736475 [ K1261946 2,700
Melbourmne, FL_ Prod. Date:  6/27/06 Dealer: FLO21  Bonmiface-Hiers Kia

TO DO IN LIEU OF NOT HAVING ANOTHER LIKE SEAT
6 WE ARE ON TOP OF THIS BUT IM JUST DEAD IN THE WATER UNTIL MY TECH MARK WILHELM GETS BACK

WRITER ADVISED

} OK THANK YOU
2 1 WILL NOTE THE FELE

SVC MGR CHRIS @ FLO21 ADVISED

i SO WHO IS GENERATING THESE CALLS

2 THE CUSTOMER MENTIONED TO ME THAT HE HAS RECEIVED A NUMBER OF CALLS _

3 ALTIIOUGL HE APPRECIATES THE ATTENTIVENESS HE TOLD ME THAT WE JUST DONT SEEM TO GET THE
POINT THAT THE DEALER 1S HANDLING THL SITUATION

4 HE TOLD ME THAT HE DID NOT WANT TO GET A BUNCH OF PHONE CALLS

WRITER ADVISED

1 THANK YOU FOR THE INFO
21 WILL NOTE THE TILE

sxx NOTES 01/05/2007 04:34 PM US Moumain Stendard Time TlLarson Action Type:Manager review
WRITER FORWARDING CASE TO CALL CENTER FOR FOLLOW UP

1 PLEASE CALL THE SVC MGR CHRIS (o FLO21
2 PLEASE FIND OUT WHAT HIS MASTER TECH IS PLANNING TO DO IN THIS CASE
3P1EAST CARE CUSTOMER WITH RESOLTHON

w0k NOTTES 0140572007 04:46 PM US Mountain Standard Time TLarson Action Type:Manager review
PLEASE ASK THE DEALER TO CALL THE CUSTOMER WITH THE RESCLUTION. DUE TO CUST NOT WANTING TO
RECEIVE CALLS FROM OUR OFFICE

v PHONE LOG 01/09/2007 09:46 AM US Mountain Standard Time LCalema Action Type:Ouigoing call
Writer called F1.021 Boniface-Hiers Kia spoke with Chrs Kia srv mar who stated:
1. Tech adv 10 swap owt seal.
2. Don’t have matching veh to swvap out seat.
3. Received lond of cars. but noine masch cust veh.
ATk, shop Tead tech is now contacting Kiaio determine » s s aie spposs o do o
5. Have spoken with cust 10 keep cust up to date.
6. Will call writer back later this afternoon with status.

Writer S1ates;




Kia Motors America

Consumer Aff4/Rs Department Page 4 of 15

f.ast mame First_name VIN of 2007 SORENTO 1.X 4X2 Case Number Mileage

I kNDip73647 K1261946 2,700

Meibourne, FL - Prod. Date:  6/27/06 Dealer: FL021  Boniface-Hiers Kia

1. Provided filc number & writcr's ex1.

##= PHONF LOG 01/09/2007 02:33 PM US Mountain Standard Time LColema Action Type:incoming call
Writer received VM message from Chris at FL.O2! stating!
}. Please call back at 321-951-9595 x 118

Writer called Chris at FL0O21 & left VM message requesting call back.

#x% PHONE LOG 01/09/2007 03:02 PM US Mountain Standard Time LColema Action Type:Incoming call
Writer received VM from Chris stv mygr at FLOZT stating:

1. Having trouble getting in touch with each other.

2. DPSM has authorized seat replacement.

3. But because veh is so new, dont have part number.

4. Have spoken with PDC,

5. PDXC is emailing Korea 1o get part number.

. Have no idea how long will 1ake 1o get seat here.

7. Have spoken with cust & adv cust of situation.

##x PHHONE LOG 01/11/2007 10:20 AM US Mountain Standard Time LColema Action Type:Outgoing call
Writer calied FLO21 spoke with Chris srv mgr who stated:

1. Haven't heard back from PDC vet with past number or when will be availzble.

2. Spoke to Danny in PDC

Writer slates:
1. Writer will Tollow up with Danny at PDEC

s AL OL T MCaoneron Action Typeibxicnal enwail
Send to:{Becker. Dawn [KMAT]
Drawn.

This case is for an 07 Sorento 1QS custemer with an 0ocs light problem.  Techline advised the dealer to replace the seat, bt

the dealer states there is no part 2 svailable & be connot getan EVAL - Dirclaims o hasve contacted the PR Can you provide
any sdditional info?  The cust just beught the car & 'S already been down at the dealer for at least 2 weeks, Thanks for your

assistance.

seope 3 ok sk koo o o ol ok e ot A o s stk sk ok ok e e sk odok o R s Rk skl sk R ikl e ook shesk ok s deck o ok e sk sk ok Rk

You have been sent a Kin Consumer Assisiunee Case for vour reference and action as may be noted i the Case. 1171 s been

sent o you n arror, please nony the Kia Consumey At IR Dept. w 943.395.3802 AND delele this emanl.

“The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. h 15 not o be
distributed or disseminated to any third party without the express written consent of Kia Motors Aineriea,

<<File Attachment: Weopubs\ClariiyOBNC A_AtachmentsiSendHistory\Wase K1 261946 MCameron 01-11-2007125421.doc>>

ok PHONE LOG 0171 1/2007 03:38 PM US Mountain Standard Time LColema Action Tvpe:Incoming catl




Kia Motors America
Consumer Aff4/Rs Department

Page 5 0of 15
Last_name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
] KNDJD736475E K1261946 2,700

Melboume, FL- Prod. Date:  6/27/06 Deater- FL021 Boniface-Hiers Kia

Writer called PDC & spoke to Danny who stated:

1. Have all information here.

2. But system need to get into to take care of this is down.
3. Will call writer back when have more information.

Writer States:
}. This is a high profile case.
2. Provided writer's ext.

*+x NOTES 01/11/2007 02:59 PM Pacific Daylight Time MCameron Action Type:Manager review

Writer rec'd the Toliowtng update from Parts Dept:

i. They were made awarc of shis on 1/9/07

2. A technical inquiry was scnit to Korea to determine the correct seal cushion part number for this vehicle

3. Stilt waiting for the reply from Mobis Parts Technical Information Team but are sending an urgent request 1o expedile a
response today.

4. Will provide update tomorrow

wex PHONE LOG 01/15/2007 09:22 AM US Mountain Standard Time LColema Action Type:lncoming call
Writer received VM message from Danny at PDC stating:

1. Have part rumber 882003E700LW5

. Have put order thru.

. Don't have ETA yel.

C Wil call back when have ETA.

b fed b

sxx NOTES 01/16/2007 10:33 AM Pacific Daylight Time MCameron Action Type:Manager review

Writer rec'd confirmation of valid part # from KMA Naticnal Parts Dept. - 887200 3E700KWS. Danny ai PDC to centact dlr
1021 10 ensure they place an order for this part number & upgrade the order to UPER status., National Parts Dept. is awaiting
oreer to Totlow  up on VPER pasts request with parts supplicr & ohudo B A

sk PHONE LOG U123/2007 11:20 AM US Mountain Standard Time RBriones Action Type:Qurgoing call
Writer called FLO21 and Seretta in sve stated:

i. Tlold on a second and let me check with pacs.,

2 Showing that part is still on backorder.

Wiiter Stated:
1. Vhanks tor the mfo.

s PHONDE LOG 013172007 01:42 PM US Mountain Stasdard Time RBriones Action Type:Outgoing call
Wenter cabled Parts hatline and Mark in sve stated:

We have two coming by AIR.

But don't have amy ETA tor this part.

|
".
T Phe <how that order from FLO2T i< on upper <tatus.

Writer Stated:
. Thanks for the info.




Kia Motors America
Consumer Aff4IRs Department

Pape 6 of 15
Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
kNDID736475 N K1261946 2,700

Melbourne, FI- Prod. Date:  6/27/00 Dealer; FL021  Bonitace-Hiers Kia

**x NOTES 02/10/2007 11:01 AM Pacific Daylight Time MCameron Action Type:Manager review
Per KMA Parts Dept., MOBIS shows an ETD of 2/13/07 for this part.

*++ PHONE LOG 02/12/2007 12:51 PM US Mountain Standard Time RBriones Action Type:incoming call
SRCA called and OSprague stated:
I. Was just calling as part is supposed (o be in tomorrow.

2. Am going 1o be following up with customer after veh is repAIRed.
3. See that cust didn't want to be called, but am going to offer goodwit! for inconvenience.
4. Go ahead and dispatch case 10 region.

Thanks for the info.

Writer Stated:
1.
2. Will do that.

w4+ NOTES 02/12/2007 02:52 PM Eastern Daylight Time OSprague Action Type:Manager review
1. DPSM sent c-mail stating:

* Part is in Upper Status

* Vehicle has not been down month of January

* Customer has been driving vehicle

= Costomer coutd stilt Rile Lemon-Law due to days down so might want 1o olter W

2. Writer spoke to RCAM and he agrees GW should be offered due to inconvenience

3. Writer spoke to RBriones in catl center and advised him to dispatch case 1o southem region

4. Afier vehicle is repAlRed:

* Writer will get copy of RO’

= Writer will contact customer and ofler GW
AW Fer wilh semd alFer Teteer worelease

e NOTES 02/12/2007 12:53 PM US Mountain Standard Time RBriones Aciion Type:Manager review
Mispaiched for:
1. Per conversation with OSprogue.

2. Region te follow up with custamor.

wxe COMMIT 02/12/2007 02:59 PM Eastern Daylight Time OSprague Action Type:Caltback Required
s PUEFILL 031372007 1140 AM Eastern Davlight Time OSprague Action Type:Callback Required

i O 1S U2 32007 €349 PV Lastern Daylight Nime OSpragoe Action FypeiManager review
1. Writer spoke to Chris in serviece a0 FEO21 and he stated:

# The part is still on National backorder

* There s no current FTA

* 1 wpoke 1o the customer on Fridav {2/9/07Y and save hiym an update




Kia Motors Americs

Consumer Aff4/Rs Department Page 7 of 15

Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage

] kNDID736475 | K1261946 2,700
Melbourne. FL- Prod. Date:  6/27/06 Dealer: FLO21 Boniface-Hiers Kia

- **#% NOTES 02/13/2007 04:03 PM Eastern Dayhight Time OSprague Action Type:Manager review
1. Writer spoke 1o customer {Mr. i and stated:
* 1 am calling from Kia regional office
* 1 wanted to give you my name and phone number
. * 1T you have any questions or concerns that you wanl to address with the manufactures, please give me a call
* 1 will keep in contact with the dealer and you will be contacted when the seat arrives
2. Customer stated:
* Thank you for calling
* § don't understand why it's taking so Jong to get the seat
* Pwill keep your name and phone number and calt if I have any questions.

Case pending arival of PASScnger seal

*** PHONE LOG 02/21/2007 09:14 AM US Mountain Standard Time L.Colema Action Type:lncoming call
Writer received VM message from Ed in NCA requesting call back.

Wriler called Ed who stated:
I. Notes indicate writer spoke with Danny at PDC.
2. Which PRC?

Writer states:
1. National PDC.
2. Listen to prompis. Danny is at jinformation for parts back ordet.

¥ PHONE LOG 02/21/2007 08:41 AM Pacific Daylizht Time ELau Action Type:Quigoing call
Wit called FLO2Y and spoke with Steve (Service Advisor):

FoAdvise bimy of curment <iaation

Sicve alales:

b Let me forward you to Chris Paladine who has been handling thix customer.,

Call is transferred to Chris Paladino:

Wrl states:

1. Advice him ol current situation

2. L would need you 1o cancel the UPPER part order Tor the scat cushion,
Chris siakes:

I. Aceording 1o Mobis part should arrive here on 2-23

Wrt states:

1. We have the part here at our corporate office and we are going 16 over night i 1o VO,
2. We do not want to send two parts

3. Weneed vouto  cancel that order.

Chiix states:

I Let me talk 1o Mary Reben (Parts Manager)

2. We ordered the part from Danny at PDC

3. You will need to contact him to cancel the order.

Wit states:

PO thank veu Pactll call him and fellow up with veu

U PHONE L.OG 02/21/2007 08:42 AM Pacific Davlight Time ELau Action Type:Ouigoing catl




Kia Motors America
Consumer Aff4IRs Department

Page 8 of 15
DA
Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage

I knpin736475 K1261946 2,700
Meibourne. Fl_ Prod. Date:  6/27/06 Dealer: FLOZ21  Boniface-Hiers Kia

Wit called PDC and spoke with Danny:

1. Updated Danny on situation

2. Told Danny to cancel part

3. Danny contirmed part # and notify wri that part will be cancelled.
4. Wrt thank Danny

¥** PHONE LOG 02/21/2007 08:45 AM Pacific Daylight Time ELau Action Type:Outgoing call
Wrt calied FLG21 and spoke with Chris Paladino:

I. Spoke with Danny

2. Upper order has been cancelled.

3. 1 will be shipping the new part over night te vou

4. Instructions for the retun shipping of the old cushion will be on the new cushion shipment.

5. Is vehicle eurrently there?

Chris states:

. No, ence the cushion arrives | will call the customer to arrange him to bring vehicle in for repAIRs.

2. Please ship the cushion to Boniface-Hiers Kia 880 S, Apollo Blvd. Melbourne 32901 attention Mary Rebon (Parts Manager)
Wrt states:

L. Will do that and will continue to follow up with you.

T COMMIT 02/22/2007 02:56 PM Eastern Daylight Time OSprague Action Type:Caltback Required

FEENOTES 02/22/2007 02:56 PM Eastern Davlight Time OSprague Action Type:Manager review
1. Writer spoke to Chris in service and he stated:

* The sear arrived this morning

* el a message Tor the customer to call 20 we can schedule him to bring the vehicle in

2 Writer stated:

S hawat call vonin a conple of das~ o check st

* 1wl need 1o get a copy of the RO when GCA IR s completed.

B FULEILL 02726:2007 1043 AM Eastern Davlight Tine OSpragee Action Type:rCallback Required

##ENOTES 03/01/2007 11:47 AM Castern Daylizht Time OSprague Action Fype:Manager review
L. Writer received copy of RO

20 Writer lefe message for Chris ix serviee 1o see bow many davs vehicle was down

FEENOTES 03 012007 12007 PM Lastern Davlight Time OSpragec Action FypeManager review
I Chs called and stated.

* Vehicle came in todzy and was here about | 172 hours fur the rL‘pA IR
* Customer waited or vehicke

2. Writer requested copics o ALE RO< 10 determine how many davs vehicle has been down.

P oY s T
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Consumer Aff4IRs Department Page 9 of 15
aﬁe Q

Last name First name VIN of 2007 SORENTO L X 4X2 Case Number Mileage

| knNDID736475 | K1261946 2,700
Melboume. I’L_ Prod. Date:  6/27/06 Dealer: FLO2)  Boniface-Hiers Kia

**+ COMMIT 03/01/2007 03:27 PM Eastern Daylight Time OSprague Action Type:Callback Required

*** CASL CLOSLE 03/01/2007 03:30 PM Eastern Daylight Time OSprague

¥** FULFILL 03/05/2007 11:06 AM Eastern Daylight Time OSprague Action Type:Caltback Required

**ENOTES 03/06/2007 03:06 PM Eastern Daylight Time OSprague Action Type:Manager review
1. Writer spoke to Mr. Hagenbaumer and stated:

* This is a follow-up call to be sure the PASSengerAIRbag tight is working properly
2. Customer stated:

* So tar it is working fine

* I will call you if there is a problem

CASE CLOSED PENDING FURTHER CONTACT FROM CUSTOMER

#** CASE CLOSE 03/00/2007 03:36 PM Eastern Daylight Time OSprague

o DPSM called ana sued:
* I mel with this customer again

*The P."iSScngc:‘ OCS works fine for the husband

* The light stays an when the wife sits in the seat

*he wite s a darge lady and doesn'tsit in the seat properly

# DPEM made recommendations on what to du iF the light docs't go ofF when wile sits in the seat
*DPSM demonstrated reconimendations:

#* Have wife get out of the seat and then sit back down

== A that doesn't waork, then timn vehicke off and back on

* These recommendations worked so customer is satistied at this time

* DPSM advised there is an OGS sofiware update coming
* Customer is willing e wail for the update

FEECASE CLOSE 04172007 0R:46 AM Fastern Davlight Time OSoraane

FEENCYTEFS 06722042007 04:05 PM Fastern Davlisht Time OSorone Action Tvie:Manaser review
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L.ast name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
kNDID73647 K1261946 2,700

Melbourne, F_ Prod. Date:  6/27/06 Pealer: FL0O21  Boniface-Hiers Kia

*** NOTES 06:20/2007 04:24 PM East 1ol Time OSprague Action Type:Manager review
1. Writer spoke to customer {Mr| and stated
* 1 recetved notice from the BBB

* Are you still having problems with the _PASScngE‘J‘AIRbag Jight?
2. Customer stated:

* Yes we are

* | sentin the MVDN a couple of davs ago

3. Writer stated

* As soon as | receive the MVDN. a final inspection will be scheduled
4, Customer thanked writer and said he will wait for Kia's response
CASE PENDING MVDN

5. Writer will respond to BBB stating:

* Kia is waiting to receive the MVDN

* Final inspection will be scheduled

*#* CASE CLOSE (6/20/2007 04:34 PM Eastern Daylight Time OSprague
PENDING RECEIPT OF MVDN

#EENOTLES 06/21/2007 12:54 PM Pacific Daylight Time ElLau Action Type:Manager review
NCA reccived Motwor Vehiele Deleer Notice:
MVDN states:

1. 3 or more repAlR attempts have been made to repAlR the same defect or condition

. Alleged defect: Fron PASSengerA.lR Bag System

. Thisis 2 notification of the Finat oppertanity o correet the continaing suhstantial defect or condition,
SWEer o s o case ned Sorweard o the region oy Turther handiing,

SRSV N1

**x PRIORITY CHANGE 06/21/2007 12:35:31 PM ELau

B COMMIY 06/22/2007 08:45 AM Eastern Daylight Time OSprague Action Type:Callback Required

#EENOTIS 06/22/2007 08:45 AM Eastern Daylight Time OSprague Action Type:Manager review

1. Final in.\pcclionn’rcp/l IR nax veen scheditled for 672207 a FLOZI
CASE PENDING INSPLCTION

FEE CASE CLOSE 06.2272007 08406 AM Eastern Davlight Time QSprague

“E PULTHLL 06/25/2007 02:04 PM Lastern Daylight Time OSprague Action Type:Callback Required
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileaype

] knDID73647 K1261946 2,700
Melbourne, ll- Prod. Date: 6/27/06 Dealer: FLO21  Boniface-Hiers Kia

¥ NOTES 06/25/2007 02:07 PM Lastern Daylight Time OSprague Action Type:Manager review
I. DPSM (DStevens) called and stated:

* The customer called the service manager (Tommy) at FLO21

* He cannot make the scheduled appt on 6/28%or the final inspection due to eye surgery
* 1 tetd the serviee manger that you will call the customer to reschedule

2. Writer spoke to customer (Mr. ) and he stated:

* 1 Just received your letter

* am having eye surgery on 6/27 and have a follow-up visit on 6/28

* 1 don't know when | can take the vehicle in for the inspection

3. Writer stated:

* Please call me to reschedule al your convenience

CASE PENDING CALL BACK FROM CUSTOMER

*#* CASE CLOSE 06/25/2007 02:10 PM Eastern Daylight Time OSprague

e COMMIT 06/28/2007 03:18 PM Eastern Daylight Time OSprague Action Type:Callback Required

*** NOTLES 06/28/2007 03:19 PM Eastern Daylight Time QSprague Action Type:Manager review
1. Inspection has been rescheduled for July 12,2007 a1 8:00 am

¥ CASE CLOSE 06/28/2007 03:19 PM Eastern Daylight Time OSprague

i FULFILE 07/12/2007 08:42 AM Fastern Davlight Time OSprague Action Fyvpe:Callback Required

FEENOTES 0771272007 08:46 AM Fastern Daylight Time OSprague Action Type:Manager review
b Cusiomer showed up al FLO2E for the final repA IR per MVDIN
CASE PENDING REPAIR

FEENOTES 07/13/2007 11:08 AM Enxtern Davlight Time OSprague Action Tvpe:Manager review
b, Per DPSM:

* Dealer did not have the seat for this repA IR

* The part has been e-ordered and put into UPER status
* Customer is i a renal

S Twill give you a status on Monday (7:16)
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mijeage

] KNDID73647 3R K1261946 2,700

Melbourne. FI- Prod. Date:  6/27/06 Dealer: FLO21 Bentface-Hiers Kia

*ax COMMIT 07/18/2007 01:53 PM Eastern Daylight Time OSprague Action Type:Callback Required

#** COMMIT 07/18/2007 01:53 PM Eastern Daylight Time OSprague Action Type:Callback Reguired

% NOTES 07/18/2007 01:53 PM Eastern Daylight Time OSprague Action Type:Manayer review
1. Mr._called and left message that stated:

* 1 am not happy that my car has been at the dealer since 7/12/07

* I theught the part was suppose to be there when I ook itin

* 1 want something done as soon as possible

2. Writer called DPSM 1o see if he had status of seat replacement

3. DPSM cantacted dealer and they stated:

* Part was suppose to arrive yesterday

* Now they are saying it should be here tomorrow {7/19)

4. DPSM stated to writer:

* Per lemon law we have 10 days from date vehicle is taken to dealer to get it repAIRed
* We have untit 7/21/07

* Hopefully the part will come in before that date

5. Wrnter spoke 1o customer and stated:

* [ apologize for your inconvenience

* Per lemon law we have unttl 7/21 to get your vehicle repA]Red
* Il the part doesn't come in by that dale. we will discuss oflers we can make

FHOhe part comes i and we oot your sehicle rcp,‘f TR we will offor GW COMpensaton dae 1oy onr inconwenieney

0. Customer thanked wrner

CASE PENDING REPATRS PER MVDN

FEENOTES 0772002007 10:04 AM Fastern Davhgh Tome OSprigue Action Type:Manager review
b Writer and DIPSM (DStevens) spoke 1o Chris in service at FLOZ1

2. Chris stated:

* Part has not arrived

* It was suppose to arrive on 718 or 7719 but it is now showing on national backorder again

* Customer wants his vehicle back teday (7/20) because he needs it 1o tow his boat

3. DPSM siated:

* 10 he part docsn’t come in oday. go ahead and give the vehicle back to the custemer

4. Writer noted 10 DPSM:

® 1 part docs nol arrive wday. Kia will be out of BBB compliance (10 days 1o rc;)A IR
* Writer will call customer on Monday and discuss sending a 2-tier offer (SOC - GW)

CASE PENDING REPATR OR ACCEPTANCE OF OFFER

B FULFIL 07/20/2007 10:206 AM Fastern Davlight Time OSprague Action Tvpe:Callback Reauired
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Last_name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileape
_ KNDID73647S K1261946 2,700

Melbourne. H- Prod. Date:  6/27/06 Dealer: FL021  Boniface-Hiers Kia

1. Writer confirmed with DPSM that customer picked up vehicle on Friday (7/20)

2. Part did not arrive to do the repAIR

3. Writer left message for customer stating:

* You will be receiving an offer letter 1o replace your vehicle
* Please call to discuss if you have any questions.

CASE PENDING ACCEPTANCE OF OFFER

Fxx CASE CLOSE 07/23/2007 10:11 AM Eastern Daylight Time OSprague

=+* NOTES 07/25/2007 07:58 AM Eastern Daylight Time OSprague Action Type:Manager review

I.  Customer has accepted SOC

2. Customer wants to upgrade his vehicle from LX to EX

3. Customer is willing to pay upcharge + tax

4. Writer will have vehicle shipped from port to FLO2Y

5. Afier vehicle is in transit to FLO21, SOC package will be sent 1o dealer

CASE PENDING VEHICLE BEING SHIPPED TO FL021 & DEALER SENDING TRADE-QUT AUTHORIZATION FORM

*#+ CASE CLOSE 07/25/2007 08:13 AM Eastern Daylight Time OSprague

=+ NOTES 08/02/2007 02:36 PM Eastorn Daylight Time OSpiaguc Action Type:Manager review
Replacement vehicle 15 in transit te FLO21

SOC package sent to sates manager (JPrat) a1 FLO21

Case pending rade-ou form

P =

=E CANE CLOSE D8AZ/2007 02:37 PM Eastern Davhight Time OSprague

= NOTES 0RAKKY2007 03:50 PM Eastern Daylight Time OSprague Action Type:Manager review
1. Writer received signed tade-out authorizatuen form

-

2S00 puckage being sent to NCA [or processing

= CASE CLOSE 08/09/2007 04:01 PM Eastern Daylight Time OSprigue

FEENOTES OR/152007 01:38 PM Eastern Davlight Time OSprague Action Tvpe:Manager review
b Costomer contacted Kin (MPSM & SROAAY siating:

# Fhe replacement vehicle is doing the same thing as the old vehicle

* The R“SSenger A]Rbag light stays on when adult is sitting in the seat

F | don't ww to deal with this any more

# | want you 10 vepurchase the vehicle
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Consumer Af{4/Rs Department Page 14 of 15

Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
kNDID7364 75N KI261946 2700

Melbourne, F[- Prod. Date;  6/27/06 Dealer: FLO21 Boniface-Hiers Kia

* If possible let's 1ake the customer out of the replacement vehicle

* Let's put the customer back into the old vehicle until the repurchase can be completed

3. Writer verified that new vehicle has not be RDR'd

4. Writer left message for sales manager (John Prait) and sent e-mail stating:

* Customer will be bringing the replacement vehicle back to your dealership

* We will be repurchasing the original vehicle

* Please reimburse the customer for the upgrade fec + tax that he paid to upgrade from the LX 10 EX.
5. Writer will send revised repurchase offer to customer

6. After signed lefter is received, repurchase package will be sent 1o NCA

*** NOTES 08/15/2007 01:48 PM Eastern Daylight Time OSprague Action Type:Manager review
CASE CLOSED PENDING SIGNED OFFER LETTER

¥** CASL CLOSL 08/15/2007 01:48 PM Eastern Baylight Fime OSprague

*£* NOTES 08/21/2007 01:19 PM Eastern Daylight Time OSprague Action Type:Manager review
1. Customer has accepted the repurchase offer
2. Repurchase package will be sent to NCA for check processing

= COMMIT 08/21/2007 01:23 PM Eastern Daylight Time OSprague Action Type:Callback Required

FEENOTES 8 212007 101223 PA] ] asiern Paytight ime OSprague Action Typeidaseger covien

1. Per corporate request. enginecrs are coming to FL 1o inspect vehicles for the S light concern
20 Writer spoke 1o CFR {TPeters) and he styed:
* Even though customer cannot be with the vehicle for the inspection. see if he will drop it off for an 8/30 inspection

30 Writer spoke to customer and stated the shos o
RV e

* Fwall drop the vehicle off on 8/29 so they can have it Vor the inspection on 8/30
* Aslong as the deater has a shuttle. | won't need a rental.
S0 Wetter will send confirmation letier o customer and copy o the service manager ot FLO21

FECASE CLOSE 08212007 01:29 PM Eastern Daylight Time OSprague

HEEPULFILE O%/29/2007 10:194 AM Eastern Dayhight Time OSprague Action Type:Callback Required

FEENOVES 09 182007 |1:04 AM Eastern Daylight Time USprague Action Type:Manager review
L. Cheeks lor tender and eustomer were recei ved on 0/18,07
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Last name Fiiil |I“|e

Melboume, FL-

VIN of 2007 SORENTO LX 4X2 Case Number Mileage
KNDID73647 S| Ki261946 2,700
Prod. Date:  6/27/06 Dealer: FLO21  Boniface-Hiers Kia

REX OCAQE ) OCE ANAYSIIONT 11-06 ARA Eaciam

s Ty liabht Tima O maramra




Kia Motors America
Consumer Aff4/Rs Department

Page ] of 5
Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
KNDID736775 N K1411670 2,700
Melbourne, FL! Prod. Date:  7/7/06 Dealer: FLO87 Bob Dance Kia
Case History Coemplatnt Repurchase

*** PHONE LOG 02/07/2008 10:24 AM Pacific Daylight Time KWarren
NCA recetved MVDN
MVDN states:

1. 3ormove rep 3 IR attempts have been made to repA]R the same defect or condition
2. Alleged defect: From PASScngcr Aleag system s defective, )
3 This is a notificalion of the final opportunity to correct the continuing substantial defect

or condition.
4. Writer to scan into case and forward to the Southern Region for further handling.

R NOTES 02/07/2008 02:35 PM Eastern Daylight Thine OSprague Action Type:Manager review
1. Writer spoke 1o service manager (AJ) at FLO87 and he stated:
¥ The customer came by fast week

* Leonfirmed that he is bringing his vehicle in on 2/19 so Don (DPSM) can perform the EHCS reflash
* He brought his vehicle i last November and was told Kia bas a f1x and wili bave the tool in January

* I will fax you the RQ's that show he brought 1t m but no repA]Rs were made
2. Writer left message for DPSM stating:

* Cust has sent in MVDN

® A confumation letter will be sent to the customer to meet you at FLO87 on 2/19

CASE PENDING (O CS REFLASH BY DPSM
e COMMIT 02/07/2008 02:54 PM Eastern Daylight Time OSprague Action Type:Callback Required
= FULFILL 02/8% 2008 10:26 AM Ensiern Dayhght Time OSprague Action Type:Callback Reguired

FEENOTES 02/192008 03:47 PM Fastern Daylight Time OSprague Action Type:Manager review

L DPSM performed OCS renash

2. DPSM instructed customer on proper seating postton

3. Writer requested copy of RO

Writer spoke to customer and stated:

" Please el me know il vou have any lurther canceme

5. Customer stated:

*Pwill keep vour number just in case.

* Thanks lor your help

CASE CLOSED AS NG FURTHER ACTION IS REQUIRED AT THIS TIME

L

FEECASE CLOSKF 02/19/2008 03:48% PM Fastern Daviight Time OSprague

#EE NOTES 0371 172008 U108 PM Eastern Daylight T ime OSprague Action Fype:Manager review




Kia Motors America
Consumer Aff4JRs Department

Page 2 of 5
Last name First name VIN of 2007 SORENTOQ LX 4X2 Case Number  Mileage
knDID73677 5 N Ki411670 2,700
Melbourne. FLJI— Prod. Date:_7/7/06 Dealer: FLOS7 _Bob Dance Kia

*#* NOTES 03/11/2008 01:27 PM Fastern Daylight Time OSprague Action Type:Manager review
L. Writer spoke 10 DPSM 1o see what he wants to do

2. DPSM stated:

* Tell the customer 1 wili be ar the dealer on 3/25

* Twill inspect the vehicle to see if the HCS concern can be duplicated
3. Writer spoke to custemer and he stated:

* 1don't want 10 wait untj] 3/25

* I will call FLO87 1o schedute appt

* L will altlow them to verify the concern

4. Writer stated:

* Please call me afier you take the vehicle in

5. Writer spoke to Al in service and stated:

* Customer will be calling 1o schedule appt to have OCSAIRbag light checked

* After this is done. please fax all repA LR orders and tech notes
6. Al stated:

* This ts the 3rd Sorento the customer has owned

* You started to do an SOC at another dealer

* The customer decided not to accept the replacement vehicle due 10 QCS hght not working
* You repurchased the vehicle instead

* Then he came to our dealer and purchased this vehicle

* T will lax you the RO's after he comes in for the inspection

% CASE CLOSE 03/11/2008 01:29 PM Eastern Daylight Time OSprague

TEENOTES 05/17/2008 08:25 AM Eastern Dayiight Tune OSprague Action Type:Manager review
1. Customer left message stating:

1 toak my vehicle w the dealer

* They confirmed the fight was not working properiy

2. Writer spoke 1o AJ ot FLOR7 and he stated:

" The light was on when the customer came in. but I'm not sure why
* asked the customer 1o get out of the sear

* Iuened the vehicle off and then he sat in the seat

* When | sturted the vehicle the light went off

* 1 opened an RO stating vehicle is operating as designed

*Hwill fax you the RO

Ao Wiiter telt message fon customer stating:

= The OCS light is operating as designed

* Kia will not ofTer 1o repurchase vour vehicle

CASE CLOSED PENDING CONTACT FROM CUSTOMIR

= CASE CLOSE 03/17/2008 08:29 AM Fastern Drayhzht Time OSpraoue
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Last name First name VIN of 2007 SORENTO £X 4X2 Case Number Mileage
KNDID73677 KI411670 2,700

Melbourne, FL- Prod, Date:  7/7/06 Dealer: FL087 Bob Dance Kia

*E* NOTES 03/17/2008 10:26 AM Eastern Daylight Time OSprague Action Type:Manager review
1. Customer called and stated:

* Frook my vehicle to the dealer

* The light was on when [ got there

* Its an intenmittent problem

* All the dealer did was have me get owt

* Shut the vehicle off

* 1 got back in and the light went owt

* That doesn't mean it's nol still happening

2. Wriler stated;

* Please fax me all the repAIR orders for this vehicle

* 1 will review your case and determine if there is anything we can do
CASE PENDING RO'S FROM CUSTOMER

e NOTES 03/17/2008 10:57 AM Eastern Daylight Time OSprague Action Type:Manager review
b Cusiomer faxed rr;-pAIR orders

2. Vehicle has been in 4N tor OCS light concern

3. Writer spoke Lo customer and stated:

* Please send copies of sales dQ'CY and registration

* An offer letter will be semt

4. Customer stated:

*Twill get the dCY sen 10 You

CASE PENDING SALES DOCS

FEENOTES 03199008 09:49 AM Fastern Daviiaht Time OSprague Action TuperManager review

Writan reeenad sales JOCSE 1o cuslgy
Wriler spoke 1o RCAM and discussed case
RCAM stated:

* Do pot offer to replace or repurchase this vehicle

“The OCS is eperating ax designed

. Writer Ieft messuge for customer stating:

* Kia will not offer (o repurchase or replace your vehicle
* Pleasc call 1o discuss

CASE PENDING CALT BACK FROM CUHSTOMER

Wl B e

FEEPRIORITY CHANGE 0351992008 09:47:22 AM OSprague

*EENOTES 03/192008 10:15 AM Eastern Daylight Tome OSprague Action Type:Manager review
b Customer called back and stared;

" Imosorry Kia Feels this way

" hirow iU a pobicm

# Fhave seen cases on the Inerel stating this is a known problem witly lhcA]Rbng light
FEwill go ahead and f1le with the BB
* Thank you lor your time

b Mactivmar divonnnsatad rall
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Last name First name VIN of 2007 SORENTO LX 4Xx2 Case Number Mileage
KNDID736775 KI1411670 2,700

Melboume. Fi_ Prod. Date:  7/7/06 Dealer: FLO87 Bob Dance Kia

*** CASE CLOSL 03/19/2008 10:18 AM Eastern Daylight Time OSpraguc

% NOTES 03/20/2008 09:04 AM Fastern Daylight Time OSprague Action Type:Manager review
1. Writer received BBB notice with start date of 3/19/08
2. Writer will respond to BBB stating;

* Kia will rcpAIR any venfiable defect under terms of wartanty
* Please order 1C
CASE PENDING TE REPORT

*** CASE CLOSE 03/27/2008 02:11 PM Eastern Daylight Time OSprague
Pending TE

F*NOTES 04/01/2008 11:23 AM Eastern Baylight Time OSprague Action Type:Manager review
1. . BBB sent notice stating:

* Customer is not agreeabie to a TE as he fecls the RO dated 3/14/08 confirms the problem

* IKMA doesi't want 1a settle. the arbitration will need to be scheduled

2. Writer discussed case with RCAM

* The customer had his first Sorento replaced by Kia and then thal one was repurchased

* The custormer went 10 Bob Dance Kia and purchased this current Sorento an his own

* It seems this customer has problems with the O CS PASScnger A]Rbag light on any Sorento
* Per RCAM, settle this case by sending a 2-tier offer (repurchase or GW)

3. Writer responded to BBB stating:

* KMA will offer to seitle this case

* A 2-tier offer is being sent to the customer

©veopy ofthe fetrer will be seat o the 813K

CASE PENDING ACCEPTANCE OF OIFER

“EECASE CLOSE 04/01/2008 1125 AM Fastern Davlight Time OSproeue

FHENOTES 04/01/2008 12:58 PM Fastern Daviight Time OSprague Action Type:Manager review
. Writer spoke 10 customer (Mr. and stated:

* You will be receiving a 2-tier offer tomorrow

* Please sign and lax back 1o the process muay begm.

TEENQTIES 04/41/2008 02:17 PM Eastern Davhght Time OSprazue Action FvpeManager review
CASE CLOSED PENDING ACCEPTANCE OF OFFIER

" CASE CLOSE 04/01/2008 02:17 PM Eastern Daylight Time OSpraguy




Kia Motors America
Consumer Aff4/Rs Department

Page 5 of 5
Last name First tame VIN of 2007 SORENTO LX 4X2 Case Number Mileage
KNDID736775 N K1411670 2,700

Melbourne, FL_ Prod. Date:  7/7/06 Dealer: FLO87 Bob Dance Kia

#*% NOTES 04/04/2008 02:41 PM Fastern Daytight Time OSprague Action Type:Manager review
1. Customer accepted repurchase offer
2. Repurchase package sent to NCA for check processing

#** CASE CLOSE 04/04/2008 02:48 PM Eastern Daylight Time OSprague

*** CASE CLOSE 04/14/26G08 09:5¢ AM US Mountain Standard Time TMorales
AIRBAG TREAD REVIEW COMPLETE

*** NOTES 05/02/2008 10:01 AM Eastern Daylight Time OSprague Action Type:Manager review
1. Check received by SRCAA
2. Package sent 1o 15G for processing of vehicle turn-in




Kia Motors Amierica
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Last name Iirst name VIN of 2007 SORENTQ LY 4X2 Case Number Mileage
knDID73697 SN KI1291104 1,000
Allenhursi, G_ Prod. Date:  6/24/06 Dealer: GAD35  Kia Country of Savannah
Case_MNistory Complaint o ATR A ccicranen

*** PHONE 1.0G 03/22/2007 06:24 AM US Mountain Standard Time TShamburger
Kelly Hake called ---

1. the veh AIRbag does not work on the PASSengerside
2 i tried everything but the light will not go off

3 the dir said there is nothing mere they can do,

4 i spoke to SM today and he said he will chk the system.
wrt states

1 tm sorry understand

2 ask cust if she squarety take her setf up and back down
3 alot of time system then knows you are sitting correctly.
4 but wrt will chk with SM

5 might have SM have you seat infront of him on the seat,
cust thanked wit call ended.

*** PHONE LOG (3/22/2007 08:04 AM US Mountain Standard Time RBussey Action Type:Incoming call
Customer called:

1. Want this Aleag concern fixed,

2. AIRbag only works for PASS seat if veh is started AFTER _PASSenger ges in...
3. 1f veh is started first, it won't work

4. Dir can't dup/.

5. Think this vhe should be replaced.

Writer stated:

E Sorry for issues.

2. Advised of case notes. TShamburger is working on this for vou.
3. plaese altow us to workwith you.

*** PHONE LOG 03/22/2007 08:13 AM US Mountain Standard Time TShamburger Action Type:incoming call
wrt called SM Brad at dlr.

SM states

I'exp system to cust over and over again.

2 exp iothen vely s operating as designed.

3 but there és no 1'epAlR.\‘.

4 with everyone here the system worked

5 expo her ifthey tarn off veh and e it one and the light gocs ol and she is sitting there. that means the system is working
6 also exp to her if she lefl up and sai squarely back down 1t will also work.

wit slates

I wrt exp the same thing 10 her

2 we have the basband and her calling here sereaming they want this Hixed.

3wl call dpsm on this 1o et hix PN

wrt thanked S

¥ PHONE LOG 03/22/2007 11:03 AM US Mouniain Standard Time RSabin Action Fype:Incoming cali
CUSTSTATED:
LLIWAS CALLING TO SPEAK WITH THE LADY | WAS SPEAKING WITH BEFORT

WRITER ADVISED:
ELET ME SEE IF SHE'S AVAILABLE




Kia Motors America

Consumer Aff4IRs Department b .
age 2 of 3

Last name First VIN of 2007 SORENTO LX 4X2 Case Number Mileage
- koo S K900 100
Allenhurst, GA- Prod. Date:  6/24/06 Dealer: GA055  Kia Country of Savannah

( WARM TRANSFERRED CUST TO REP )

**¥ PHONE LOG 03/22/2007 11:13 AM US Mountain Standard Time TShamburger Action Type:lncoming call
customer My alled
I the dIr said they have a big problem with this

Z and i spoke with three people at dlr that had a problem wih it.

3 50 its not just how you sit

4if1 go into my veh i dont want 10 sit there trying to make sure im sitting cotrectly.
5 i do and the Jighs sull will not go off,

6 dir said o call you and if you decide to change the scat than it will be done.

wrt states

I the system if working fine will not be change out

2 it will just do the same thing, the system is design so you will sit corveetly in the seat for the AIRbag to activate ON,
3 enly thing wit can do is ask our kia dist mgr in area his opinon on this matter.

cust slates

1 yes, call him and call me back

2 we will sell this veh and tell everyone not to buy a kia

3 their PASSengersidc AIRbag does net work,

call ended.

*** PHONE LOG 03/22/2007 11:47 AM US Mountain Standard Time TShamburger Action Type:Outgomg call
wri calted David Kordek on this customer cancern

I exp how the cust is feeling about the system,

David states

I will eall dir and speak 1o SM Brad

Zand will call you back. call ended.

TR PHONL LOG 0323 2007 06:17 AMUS Mountain Standiand Fime EShanburge: Acton Typetlncoming calt
David Kordek called back---

I SM will exp agaiin 10 cust how this system works

2 the SM said they could not dup the problem cust stating,

3 eust has to iake her self up and afier thiee seconds sit hack down

4 squarely and it will be line. my wife docs this at times and it works,

Sno rcpA[R i3 necessary. if cust wants to speak 1o me. i will not be at dlr For another monih.
wrt thanked David fer calling.

F PHONE 1.OG 03/23/2007 10:13 AM US Mountain Standard Time TShamburger Action Type:Outgoing cail
wri colled Kia Country of Savannah and spoke to SM Brad

SM stares

I the wile and hushand came in yesterday

2and we watch her siton seat and she erossed Der legs and simg in one cheek.

Fiteld her the light wilt come on if vou sit like that

4. ond o now they understand and will trade in veh

5 thev wam 1o sit however they want 1o when thev ravel.

wrt thanked s

7% PHONE LOG 03/23/2007 12:25 PM US Mountain Standard Time TShamburger Action Type:Incoming cali




Kia Motors America
Consumer Aff4/Rs Department

Page 3 of 3
Last name VIN of 2007 SORENTO LX 4X?2 Case Number Mileave
KNDID736975 K1291104 1,000

Allenhurst, GA- Prod. Date:  6/24/06 Dealer: GAJ55  Kia Country of Savannah
wit called phone number three times _and cust also has_( cust said she had two phone the other one

had 1he last two digits of 24)
both of them were not in serv.

*** CASE CLOSE 03/23/2007 12:27 PM US Mountain Standard Time TShamburger
closed. sent call me letter

**E EMAIL TN 03/23/2007 11:13 PM Pacific Daylight Time CLARIFY@XIAPROD KIAUSA.COM

DERGADSS  Re: Name/Vin! [N 0075007 S [ BRAD FIELDS, SERVICE
MANAGER SPOKE WITH CUSTOMERS 3-22-2007 WHEN THEY PICKED THEIR CAR UP AND EXPLAINED HOW THE

PASSENGER OCS SYSTEM WORKED AGAIN AND WENT TO CAR WITH THEM AND SHE SAT IN CAR SEAT
CROOKED AND THE LIGHT WOULD NOT GO OFF, | ASKED HER TO SIT UP AND BACK DOWN AND THEN THE
LIGHT WENT OFF. THEY ARE NOT HAPPY WITH THE WAY THE SYSTEM IS DESIGNED AND UNDERSTAND THAT
IT 1S WHAT IT IS. THEY ARE GOING TO TRADE THE VEHICLE THIS WEEKEND BECAUSE THEY DO NOT LIKE
THE WAY THE SYSTEM IS DESIGNED.

FECASE CLOSE 04/04/2007 11:46 AM US Mountain Sandard Time 1Cook




Kia Motors Amierica

Consumer Aff4/Rs Department »
age ] of 12

Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
] kND3D73563 < EIN KI576445 3,182
Goodyear, AZ t Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia
Case_ History Complaint p ., 4FR Accictance

*+* PHONL LOG 04/14/2009 12:08 PM US Mountain Standard Time UValencia
800# VM BY LARRY FROM AZ043
l.- PROVIDED VIN# AND CST NAME

2.-VEHICLE HAS BEEN IN HERE 3 TIMES FOR A RIGHT SIDE AIR BAG LIGHT
3.- MY PH# IS

*** PHONE 1.OG 04/15/2009 (8:25 AM US Mountain Standard Time FLarson Action Type:Qutgoing call
WRITER CALLED LARRY @ AZ043(MESSAGE LEFT WITH SERVICE OPERATOR)

I LEFT MESSAGE WITH SERVICE OPERATOR
2 PROVIDED CALL BACK INFORMATION AND CASE NUMBER

T** PHONE LOG 04/15/2009 08:43 AM US Moumain Siandard Time TLarson Action Type:dncoming call
WRITER RECEIVED CALL FROM [ARRY @t AZ043

I CALLING YOU BACK
2 CALL ME ON MY CELL
3 PROVIDED CASE NUMBER K1576445

TP PHONE LOG 04/15/2009 08:54 AM US Mountain Siandard Time TLarson Action Type:Owmgoing cali
WRITER CALLED LARRY ) AZ043

Preaierslap Contct Name: T ARRY r AZ043
Year/Model/ Mileage of Vehicle: 08 SORENTO 3182
RO Open Date: 4/14/09

Days Down at initial Service Alert Report: 0

RepA[R kssue: OCSAIRBAG LIGHT
ETA for completion of repAle: DONIE 4/14/09

Repet pAIR (Y/N) il so. how many?  YES 3
Techline Case? Wso. #7 NO
Reatai prosided? Iso, since when? NO

DPSM cantacied by dealer? SVC MGR WILL CONTACT HIM TODAY
WRITER REVIEWFED CASE WITH LARRY @ AZD43

I BFFNIN PREVIOVUSLY

2 WE HAVE REPLACED THE SEAT CUSHION ALONG WITH DOING THE REFLASH

FCAR CAMLE IN YESTERDAY

4 WEHAD TWO TECHS TEST ALONG WITIH THE TEST DRIVE ] PERIORMED AND NO PROBLEMS WER] FOUND
SXOCODUS. NOLIGHT. 1T IS OPERATING AS DISIGNED

60 VERICLE GIVEN BACK TO HER

7 CUSTOMER UNHAPPY ABOUT THIS . STARTING TALKING ABOUT LEMON LAW

B CONFIRMED CALL BACK NUMBER




Kia Motors America

Consumer AffAIRs Department Page 2 of 12

Last i VIN of 2008 SORENTO LX 4X2 Case Number Mileage

Goodyear, AZ - Prod. Date:  12/31/07 Dealer: AZD43  Michael Crawford Kia

*** PHONE LOG 04/15/2009 08:57 AM US Mounlain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED CUSTOMER (VOICEMAIL)

I LEFT MESSAGE REQUESTING CALL BACK
2PROVIDED CALL BACK INFORMATION AND CASE NUMBER

3 CALLING TO FOLLOW UP ON THE REPAIR SITUATION ON YOUR SORENTO
4 PLEASE CALL ME BACK SO WE CAN DISCUSS THAT FURTHER

> PHONE LOG 04/16/2009 06:16 AM US Mountain Standard Time MTrem Action Type:Incoming call
Caller Mrs. 1 states:

t. I'm calling to speak with TLarson

2. 1 do have the car back now, but it’s not fine

3.the A]Rbag fight is on when 1sit in the PASS@nger seat 50% of the time
4. I'm a school teacher so Fll have to call when  have a break

WTR states:

L apologized

2, FCM TLarson has not arrived in the office yet this morning

3. WTR understands you have your veh back now

4. the DER has tested the veh and finds it 10 be working as designed

5. WHR will let FCM TLarson know you called. his oftice hours are 8-5 PST
CST thanked WTR and disconected

#* PHONE LOG 04/16/2009 10:08 AM US Mouniain Standard Time TLarsor Action Type:Oulgaing call
WRITER CALLED CUSTOMER(VOICTEMALL)

VLEFT MESSAGE REQUIESTING CALL BACK
2PROVIDED CALL BACK INFORMATION AND CASE NUMBER

T PHONE LOG 04/10/2009 01:04 PM US Mountain Standard Time 1 Larson Action Typeincoming call
WRITER RECFIVED CALL FROM CUSTOMFR {(VOICFMATL)

I CALL ME BACK
2IM AT ﬂ THATIS MY CELL

3 THANKS

FEEPHONE LOG 0476/2000 01:22 PM US Mounain Standased Teme TLarson Action Type:Ouigoing call
WRITER CALLED CUSTUMER o ALE NUMBLR

FCALLING TO FOLLOW UP WITH YOU REGARDING THIS REPA TR SITUATION
2 WE HAVE BEEN IN CONTACT WITH THE DEALERSHIP ABOUT YOUR CONCERNS




Kia Motors America

Consumer Aff4IRs Department Page 3 of 12

Last name Firs me VIN of 2008 SORENTO LX 4X2 Case Number Mileape
Goodyear. AZ- Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

4 IN ORDER FOR US TO ADDRESS A CONCERN WF NORMALLY NEED QUR DEALERS TO VERIFY THE
CONDITION

3 IE THEY ARE UNABLE TO VERIFY THE CONDITION IT MAKES IT VERY DIFFICULT FOR THE DEALER TO
PERFORM REPASR

CUSTOMER ADVISED

1 THIS DOESNT WORK ABOUT 50% OF THE TIME
2 ALSO WE ARE HAVING PROBLEMS WITH THE TPMS LIGHT
31T 1S ON ALL OF THE TIME

WRITER ADVISED

I APOLOGIZED FOR THE CONCERNS

2 EXPLAINIEY THAT [ WOULD LIKE TQ OFFER YOU QOUR ASSISTANCE

3 WHEN YOU DETERMINE WHEN THE VEHICLE WILL GO BACK TO THE DEALER PLEASE LET US KNOW

41F YOU CAN TELL US WHEN THE VEHICLE WilLl RE THERE WE WILL FOLLOW UP WITH THE DEALER TO
DETERMINE THE CURRENT DIAGNOSIS

3 IF THEY ARE ABLE TO VERIFY THE CONDITION THEN WE WILL ALLOW THEM TO FIX THE VEHICLE UNDLELR
THE TERMS OF THE WARRANTY

6 HOWEVER IF NOT THE ONLY OTHER OPTION WL BE TO CONTACT THE DPSM WHO WILL MAKE THE FINAL
DETERMINATION ON HOW THE CASE WILL PROCEED

CUSTOMER ADVISED

ITHEY SAID THAT THEY CALLED YOU THE LAST TIME
2 AND YOU DIDNT CALL THEM BACK

WRITER ADVISED

PEDIDNT CALL THLM BACK BECAUSE TRLCLIVLED VHLCALL N THL MIDDLEL GEF UL DAY
2T TAKE CALLS ALL OVER THE COUNTRY ANE DIDNT GET A CHANCE TO CALL THEM UNTIL THE NEXT DAY

CUSTOMER ADVISED
FPORTWHT CALL YOU WHEN I TAKE 1T BACK [N
WRITER ADVISED

L OK THANK YOI !

= CASE CLOSE 04/16/2009 01:23 PM US Mountain Standamd Time Tlarsen
ABLIGHT. DEALFR UNABLE TQ DUPLICATE. CUSTOMER WILL CALL BACK ONCE VERICLE IS GOING BACK TO
THE DA R CTOSING CASFE PENDING ¢ ISTOMPFR CATE BACK

T PHONE LOG 04/17/2009 08:51 AM US Mountain Standard Time Tl arson Action Type:tncoming call
WRITER RECEIVED CALL FROM SVC MGR HANK er AZU43
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Last_name First name VIN of 2008 SORENTO [.X 4X? Case Number Mileage
kNDID7356%5 G K1576445 3182

Goodyear, AZ - Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

1 TWOULD LIKE TO REVIEW THIS CASE WITH YOU BEFORE I CALL THE CUSTOMER

21GOT A CALL FROM THI: CUSTOMER THIS MORNING

3 SHE SAYS YOU TOLD HER TO BRING THE VEHICLE BACK INTO THE DEALER

4 WE HAVE REPLACED THE SEAT CUSHION

S HAVE ROADTESTED THE VEHICLE 60 MILES

6 THE DPSM TOM STEINWINTER HAS TOLD US TO GiVE THE VEHICLE BACK TO THE CUSTOMER
750 CALL ME BACK SO WE CAN PISCUSS THE CASE

R PHONE LOG 04/17/2009 09:02 AM US Mountain Standard Time TEarson Action Type:Ouigoing call
WRITER CALLED DPSM TOM STEINWINTER:

1 CALLING TO REVIEW THIS CASE WITH YOU

2 THE DEALER WAS UNABLF TO DUPLICATE THE CONCERNS

3 SO THEY RELEASED THE VEHICLE

4 1 FOLLOWED UP WITH THE CUSTOMER WHO ADVISED THAT THEY WERE UNHAPPY WITH THE SITUATION
AND THAT THEY ARE INSISTENT THERE 1S A PROBLEM

5 SO I'TOLD THE CUSTOMER IF SHE FEELS THAT THERE IS A ISSUE PLEASE SET UP AN APPT WITH THE
DEALER AND WE WILL FOLLOW UP WITH THEM

61GOT A CALL FROM HANK @ AZ043 TODAY AND HE SAID THAT HE WANTED TQ DISCUSS THIS CASE
BECAUSE NOW HE HAS THE CUSTOMER TRYING 1O SETUP AN APPT

7IMNOT ABLE TO TELL A CUSTOMER THAT 111EY CANNOT GO TO A DEALER FOR DIAGNOSIS IF THEY FEEL
THERE IS A PROBLIEM

8 SOTWANTLED TO FIGURE OUT HOW WE SHOULD PROCEED

DPSM TOM STEINWINTER

PUTALRED TOTIANK ABOU T TS YESTT RDAY

2THEY ROADTESTED. AND TRIED TO DUPLICATE THE CONCERNS BUT WERE UNABLE TO DO SO

3IFTHE CUSTOMER 1S GOING TO COME BACK IN TELL HANK THAT HE SHOULD NOT WRITE A RO | INTH. THI:
PROBLEM CAN BL DUPLICATED

4 1IF THE CUSTOMER GOES IN AND THEY ARE UNABLE TO DUPLICATE THE CONCERNS AGAIN AND THE
CUSTOMER GOES SOUTH PLEASE DISPATCH THE CASE

SIFTHEY CAN DUPLICATE THE PROBLEM THIEN HOPITULLY WE CAN RESOLVE THE ISSUE

6 BUT I THINK THE DEALER IS CONCERNED ABOUT LEMON LAW. THIS WILL BE THE 3RD OR 4TH VISIT

WRITER ADVISED
} OK FUNDERSTAND

ZIWILL CALL HANK AND 1ET HIM KNOW
3 THANKS

FEEPHONE LOG 04/17/2009 99:05 AM US Moumain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED SV( MGR HANK (e, AZOA3(VOICEMAIL)

I CALLING TO FOLLOW LP WITH YOU




Kia Motors Amierica
Consumer Aff4/Rs Department

Page 5 of 12
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kNDID735685 [ KI576445 3,182

Goodyear, A7- Frod, Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

2 1 RECEIVED YOUR MESSAGE TODAY AND WANTED TO CALL YOU BACK
3P WILL BE LEAVING FOR LUNCH IN ABOUT 90 MINS, WILL BE AVAILABLE A HOUR AFTER THAT
4 PLEASE CALL-ME BEFORE OR AFTER THAT TIME AND | SHOULD BE AVAILABLE TO DISCUSS THE CASE

FF PHONE LOG 04/17/2009 10:31 AM US Mountain Standard Time TLarson Action Type:Ouigoing call
WRITER RECEIVED CALLL FROM HANK @ AZ043

1 IM CALLING YOU BACK ON THIS CASE
WRITER ADVISED

1 OK GREAT

21 GOT YOUR MESSAGE

31TALKED TO TOM BEFORE | CALLED YOU BACK

41 AM NOT IN A POSITION TO TELL THIS CUSTOMER THAT THEY CANNOGT COME INTO THE VEHICLE IF THEY
FEEL THEY ARE HAVING PROBLEMS

5 50 WHAT TOM STEINWINTER WANTS 1S FOR THE VEHICLE TO COME BACK IN

6 iF THE DEALER 1S NOT ABLE TO DUPLICATE THE CONCERNS OR CONFIRM THERE 1S A DEFECT THE DEALER
IS NOT SUPPOSED TO START A RO

71F THE DEALER 1S ABLE TO VERIFY THEN GREAT WE WILL ADDRESS THE CONCERNS

8 AFTER THIS OCCURS IF THE CUSTOMER IS STILL UNHAPPY AND GOING SOUTH | AM TO DISPATCH THE CASE
TO THE REGION FOR FURTHER ASSISTANCE

SVC MGR HANK @, AZ043 ADVISED
VITALKED TO HIM A FEW MINUTES AGO AND THAT IS NOT WHAT HE TOLD ME
WRHIELR ADVISED

VOK L LETS GFT HIM ON THE PHONE SO WE CAN CONFIRM WFE ARF DOING THF RIGHT THING
{PUT HANK ON HOLD)

WRITER CALLID DPSM TOM STEINWINTER. CONFERERNCED HANK BRASSER @ AZ043

P HELLO TOM. WE HAVE TODD FROM THE CALL CENTER AND HANK FROM A7043

IWEAREILST TRYING TO VERIFY THE INSTRUCTIONS

31 WAS UNDER THE IMPRESSION WE WERE GOING TO BRING THE VEHICLE INTO THE DEALER

41F THE BEALER WAS UNABLE TO DUPLICATE THE CONCERNS THEN THEY WOULD BE ASK)D TO NOT START
A RO

SAF THEY ARE ABLE TO DUPLICATE TIHE CONCERNS THEN THEY ARE TO ADBRESS THE CONCLERNS
NORMALLY

O3 NO CONCERNS DUPLICATED W1 WERE TO FOLLOW Lp WEEITHIE CESTOMER AND I TIHLY WERE GOING
TOSOUTH TO DISPATCH THE CASE

THANK FEELS HIZ IS TO DO SOMETHING DIFFERENT

DPSM TOM STEINWINTER

PYES TUDD YOUR UNDERSTANDING IS CORRECT
ZHANK WL CANT TELL A CUSTOMER THAT THEY ARE NOT ABLE FO BRING THE VEAICLE IN 17T HIY
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Goodyear., AZ_ Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

FEEL THEY HAVE A PROBELM

3 SO PLEASE ARRANGE A DATE FOR IT TO COME N

4 DIAGANOSE THE CONCERNS, EDUCATE THE CUSTOMER ABOUT THE PROPER SEATING FOSITION
5 IF NO OTHER PROBLEMS FOUND DO NOT CREATE A RO

6 IF YOU DO FIND A PROBLEM FIX IT UNDER THE TERMS OF THE WARRANTY

SVC MGR HANK

1L OK T WILL CALL THE CUSTOMER NOW AND BRING [T IN
21 WAS CONCERNED BECAUSE WE ALREADY DID ALL OF THIS
3 WE TEST DROVE IT 60 MILES, CUSTOMER WANTS A RENTAL

WRITER ADVISED

1 OK GREAT
2 CUSTOMER WAS GIVEN INSTRUCTIONS TO LET ME KNOW WHEN SHE WAS GOING TO GO BACK. IN
3 THANKS FOR YOU HELP GUYS -

=% PHONE LOG 04/22/2009 10:65 AM US Mountain Standard Time TLarson Action Type:Oulgoing call
WRITER CALLED HANK (@ AZBAJVOICEMAIL)

1 CALLING 7O FOLLOW UP WITH YOU REGARDING THE REPATRS
2 DID YOU GET A FOLLOW UiP APPT SET UP FOR THIS CLSTOMER?
3 PLEASE CALL ME BACK AND LET ME KNOW IF YOU DID OR NOT
4 PROVIDED CALIBACK INFORMATION AND CASE NUMRER

*** PHONE LOG 04/23/2009 08:39 AM US Mountain Standard Time TLarson Action Type:Olttgoing call
WRITER CALLED HANK o AZ043

1 THE VEHICLE CAME BACK INTO THE DEALER

2 WE WERE UNABLE TO DIAGNQSE THE CONCERNS

3WEWERE FOLD BY TECHLINE THAT THE LIGITT WILL FLUCTUATE WIHEN SOMEONE IS SFTTING |\ THE SEAT
DUE TO THE PERSONS SIZE

4 11 THIEE LIGHT 1S ON WHEN SOMEONE IS SITTING [N THE SEAT THAT MEANS THAT THE ALRBAG WILL STILL
DEPLOY IUST A LOWER SPEED

3 WE GAVE THE CUSTOMER THE CAR BACK YESTER DAY, NOTHING FLSE WE CAN DO

O THHS IS A CLOSLED CASE

WRITER ADVISID

FORKCHTANKS
21 WH.L FALK TO DPSM TOM STEINWINTER TO FIND OVT HOW | SHOUTD PROCEED

HANK @ AZ043
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Goodyecar, AZ- Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

WRITER ADVISED

T THANKS FOR YOUR HELP

*** PHONE L.OG 04/23/2009 08:41 AM US Mountain Standard Time FLarson Action Type:Quitgoing call
WRITER CALLED DPSM TOM STEINWINTER{VOICEMAIL)

1 TWILL BE OUT OF THE OFFICE UNTIL MONDAY
2T WILL BE OUT OF THE COUNTRY AND UNABLE TO RESPOND VIA PHONE OR EMAIL UNTIL MONDAY

[!<For Internal Use Only
WRITER TO FOLLOW UP WITH DPSM ON MONDAY>f|

*** PHONE LOG 04/27/2009 10:24 AM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM TOM STEINWINTER

1 CALLING TO REVIEW THIS CASE WITH YOU

2 THE CUSTOMER RETURNED TO THE DEALER LAST WEEK

3 THE DEALER WAS UNABLE TO DUPLICATE THE CONCERNS

4 MY NOTES INDICATE THAT THE DEALER GAVE THE VEHICLE TQ FHE CUSTOMER

SVBELIEVE THAT THEY ADVISED THE CUSTOMER FTHAT THE AB LIGHT BEING ON DOESNT MEAN 1T WONT
DEPLOY RATHER MEANS IT WILL DEPLOY MUST AT A SLOWER SPEED

61 DONT THINK THAT IS RIGHT . IS THAT YOUR UNDERSTANDING?

DPSM TOM STEINWINTER

I NOTHAT IS NOT MY UNDERSTANDING
2 DOES THE TECHLINE NOTES INDICATE THAT?

WRITER ADVISED

ENOFEDOES NOT
I WRITER READ OVER THE TECHLINE NOTES TQ THE DPSM

DPSM TOM STEINWINTER

I GO AHEAD AND SEND ME THE NOTES

JTWILL REVIEW THIS CASE WEH THE DEALER AND DETERMINE NEXT ST1PS

FINTURN FWILL WRITE YOU OR CALL YOU BACK TOLETYOU KNOW WHAT WE ARE GOING TO DO
WRITFR ADVISID

i OK THANK YOLU
21 WILL PUT THE TECHLINE CASE NOTES IN THE FILE
S PLEASE REVIEW WITH THE DEALER AND LET ME KNOW HOW WE ARE GOING TO PROCEED
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Goodycar, AZ I Prod. Date:  12/31/07 Dealer: AZ043 Michacl Crawford Kia

1 YESNO PROBLEM

*#* EMAIL OUT _ TlLarson Action Type:External email
Send to:] TSTEINWINTER@KIAUSA.COM]
TOM.

HERE IS THE CASE WE DISCUSSED. PLEASE REVIEW THE CASE WITH THE DEALER. PLEASE ADVISE ME OF
HOW CASE WILL PROCEED. THANKS

TODD EXT 46055

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  If it has been
sent to you in error. please notify the Kia Consumer AffA4 TR Dept. at 949.468.4619 AND delete this email.

The aitached Case is the exclusive property of Kia Motors America and is a Confidential And Proprictary document. It is nol 1o be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

<<File Attachment; \.\copubs\Clarii'yOBJ\CA_Anachmems\SendHistory\Case_K] 576445_TLarson 04-27-2009111508 doc>>

**¥* PHONE 1.OG 04/28/2009 08:59 AM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM TOM STEINWENTIER(V()ICEMAIL)

1 CALLING TO FIND OUT IF YOU HAD A €HANCE TO REVIEW THE CASE WITH THE DEALER
2 WE SPOKE AND YOU HAD ADVISED YOU WERE PLANNING ON CALLING THEM ALREADY
SEWAS WONDEFRING WHAT YOU WERE AR TO FIND O

4 ALSO LOURING LOTIND OU T HOW WL AR GOING 1O PROCELD

SPLEASE WRITE MIZ OR CALL ME BACK WHATEVER IS EASISET FOR YO,

U PHONE LOG 04/29/2009 09:38 AM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM TOM STEINWINTER

FCALLING TO FIND QUT I YOU SPOKE WITH THE DLALER ABOUT THIS CASE
DPSM TOM STEINWINTER

[ GO AHEAD AND SEND THAT CASE 1O THE REGION

2IM STILL IN THE PROCESS OF FINDING OUT THE DETAILS

SWEARE ALLSTILL UP iy THE ATR . No1 sure WHO WOULD ADVISE OF THAT
WRITER ADVISED

I MY CONVERSATION WAS WITH HANK ON THE 23RD OF APRIL
2 WE CAN PRORARI Y FIND THE CATT IF NFFDED
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Goodyear, AZIIIIN Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia

4 OTHERWISE | WILL SEND THE CASE TO THE REGIONAL OFFICE

DPSM TOM STEINWINTER

P OK THANK YOU

*** PHONE LOG 04/29/2009 09:46 AM US Mouniain Standard Time TLarson Action Type:Outgoing calf
WRITER DISPATCHING CASE TO WRCA

I PLEASE NOTE ABOVE COMMENTS

2 CUSTOMER HAS HAD MULTIPLE 0.C.S. ATRBAG LiGHT CONCERNS
3 DEALER UNABLE TO VERIFY CONCERNS RELEASED VEHICLE BACK TO THE CUSTOMER

4 DEALER ADVISED CUSTOMER THAT I QCS LiGHT 1S ON AIRBAG WILI STILL DEPLOY JUST AT A LOWER
SPEED

5 DPSM IS AWARE OF THIS CASE AND HAS REQUESTED THAT THE CASE BE SENT TO REGION

6 PLEASE FOLLOW UP WITH DPSM TO DETERMINE HOW CASE SHOULD PROCEED

['<For Internal Use Omly
WRITER CONFIRMED THAT CALL CENTER HAS CONVERSATION RECORDIED WHERE FRANK ADVISED

ATRBAG LIGHT BEING ON MEANS THAT THE AIRBAG WILL DEPLOY AT LOWER SPEEDS,

1)

FEEPHONE LOG 04°30°2000 12:32 PM Pacific Daviight Time APeckson Action Type:Ouigoing ezl
ead conbacted cust
left msg to /b

FEEPRIORITY CHANGE 04/30/2000 12:32:58 PM A Peckson

FEEPRIORTTY CHANGE 05/01/2009 01:08:14 PM APeckson

FEEPHONE LOG 0530122009 01211 M Pacilic Daylighe Time APeckson Action Typethncoming calt
cust called & el msg

iy avissed vour cull

m atcacher

call me back ths

FEEPHONE LOG 03/01,2009 0115 PM Pacitic Daylight Time APeckson Action Type:Gutgoing call
Fedst cuntacied cust
lelt msg statiny (i will be at me kia on 1+ $/15

¢ v
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Last name Fir ame VIN of 2008 SORENTO LX 4X2 Case Number Mileage
I knDID735685 I KIS76445  3.182

Goodyear, AZ I Prod. Date:  12/31/07 Dealer: AZ043 Michael Crawford Kia

to confirm this msg. thank you

*** PHONE LOG 05/01/2009 02:20 PM Pacific Daylight Time APeckson Action Type:lncoming call
cust called

rcaa states:

1. wanted lo verify veh concerns

2. i'lt go ahead and set up rental for vou day before, thank vou

Cust states:

Lit's for PASSA]Rbag light that is not working. dhr changed seat out already

- the light was intermittent

- tpms tight came on 100, dir said prob w/ 11 frt wheel sensor they fixed i, tpms light on again
- we're going to be gone for the summer need to make sure this is working

- we can drop veh off night before on 5/14 before 6pm

- thanks for looking into this

Do B o M) —

#** PHONE LOG 05/01/2009 02:24 PM Pacific Daylight Time APeckson Action Type:Outgoing call
rcaa contacted hank bresser serv mngr at me kia

L fir jim will be at dir on fii 5/15

2. can you pls have rental ready for cust

3. she will be dropping veh off afternoon of 5/15 before Gpm

4. A]Rbag light & 1pins concerns

hank states;
1. sure we'lt have it ready, thank vou

FEENGEES G 0) 2000 G238 PAL Paeiie i hieiv Time APeckson Aciion by porvlamager revicew
reaa emailed i, dpsm. serv mngr
fir appt derails

FTR A 1|)0inlmcm Detadls

Michaet Crawford Kin AZ(43
Friday May 15th
2008 Sorenio

AIRbag Hight-3x. tpms light concerns
Customer (o be provided with reniai
Thank vou!

T PHONE LOG 6572972000 08:57 AM Pacilie Danlight Thne APeckson Aciion Type:Outgoing cull
reaa contacted cust:

1. following up on veh statys

2. apologize tor concerns

3. pls fax over ro's. sales contract, and curren FegIsEon

4. ' review veh history w/ dpsm

CURNL SEAkes:

Voinimia riohe nasy car winn e hark in nheeniv sl ang Iter
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Last name First name VIN of 2008 SORENTO 4%2 Case Number  Mileape
KNDJD?BSGSd KI576445  3.182

Goodyear, AZ- Prod. Date:  12/31/07 Dealer AZ043  Michael Crawford Kia

2. AIRbag and tpms light intermittently still come on

3. they're off now and its not fixed

4.1 called michael crawford (owner}, he told me he'd trade me out and put mc in a subary
5. t have ppwk i1l fax over thank you

¥ PHONE LOG 06/03/2009 12:36 PM Pacific Daylight Time APeckson Action Type:Incoming call
cust called & left msg stating

going to mail r.o.'s

can you call back and give me address thx

**EPHONE LOG 06/03/2009 12:38 PM Pacific Daylight Time APeckson Action Type:Ouigoing call
reaa contacted cust

left msg stating kma address

to mail r.0.'s

*F* NOTES 06/12/2009 08:29 AM Pacific Daylight Time KWarren Action Type:Correspondence rec.
NCA received r/o’s from customer.
Wir 10 atéach 1o case and assign to APeckson for further handling

FEENOTES 06/3072009 09:00 AM Pacific Daylight Time APeckson Action Type:Manager review
dpsm on vacation till 7/6
cust on vacation 1ll 8721

#¥% NOTES 06/30/2009 09:09 AM Pacific Daylight Time APeckson Action Type:Manager review
rcaa forwarded recap to dpsm for review upon return to othice

08 Sorento

Approx 4500 miles

I A]Rhn;. I s

FIR mspected in May 2000

problem is back

FEENOTES 07.06.2000 01:29 PM Pacile Dayliglt Time MWirz Action Type:Manager review
TREAD REVIEW DONI

FEENOTES 07/14:2000 01:54 PM Pacific Daylight Time APeckson Action Type:Manager review
FeSent recap again 1o dpsm for review

FEEPHONE LOG 07 14:2009 02:17 PM Pacilic BPaylight Time APeckson Action lype:{hitgoing call
read contacted dpsim
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First name VIN of 2008 SORENTO LX 4X2 Case Number  Mileage

. b KNDID73563 S K1576445 3,182
Goodyear, AZ- Prod. Date:  12/31/07 Dealer: AZ043  Michael Crawford Kia
low mileage
pls call back

¥*#* PHONE LOG 07/15/2009 10:07 AM Pacific Daylight Tinme APeckson Action Type:Incoming call
dpsm called rcaa
1. dpsm advised 10 offer soc and ftr + g'w

2. due 1o low mileage and # of repAIRs to A]Rbag & tpms

*** PHONE LOG 07/15/2009 10:29 AM Pacific Daylight Time APeckson Action Type:Qutgoing call
rcaa contacted cusl

. reaa advised cusi kia will be otfering 2 optjons

- first ts soc and second is fir + g/w compensation

- cust thanked and told rcaa on vacation in iowa

. veh will not be back in AZ till 8/21

- Cust to contact reaa when back in AZ

B p)—
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kNDID735385 K1563802  4.500
Saint Petersburg. FLINN Prod. Date:  9/13/07 Dealer: FL039  Lokey Kia
Case HiM}' COPﬂpiﬂiﬂl Rend TR A ccictanse

#** PHONE LOG 03/12/2009 10:33 AM US Mountain Standard Time ATorres
Cst stales:

L. T have a lemon on my hands.

2. The veh has been in the Lokey Kia 7 times for same thing.
3. 1t's still not fixed.

4. I a serious problem that maybe a recalls

5. The veh is at home now.

0. The ESC light come on and the brakes lock up.

7. L catled the dleshp and Bud and | told them what is going on.
8. He told me to call you.

9. 1 was almost in a accident multiple times.

Wrt states:

1. Updated. no recalls. Apologized.

2. Can est take veh dirshp,

3. If doesn't feel safe driving veh, Cst has RSA.

Csi states:
. No. 1 can drive it there.

Wrt states:
1. Provided fite number and wrt ext.
2. Ady to call wrt back once at the dlrshp,

3. Kia will rt'pz‘l!R the veh according to the terms of the man warranty,
4. Kias buyback policy is in accordance with your states laws,
5. Referred o WCIM for info on faws in callers state.,

6. Writer will follow up on repAlR: make sire all Kia's resources are being utilized in getting the veh repAfRed.

Cx1states
b warked Tora company tiat handied the lemon k.
2.1 was hoping | would just get it fixed.

3. But I'm PASS thar

4. 's not the dirshp it she car.

Wt states:
b Will document.
2. Please call back wrt.

Csr simes:
1. Ok.

TEECASE CLOSE 03/12/2009 10:33 AM US Mountain Standard Time ATorres
Adv o call back once at Lokey Kia.

FELPHONFE 1.0G 03/13/2009 11:18 AM 1S Mountain Standard Time 1Sincl A TR Action TypeIncoming call
Bud. customer relations manager al Laokey Kia called and states:

L. This customer has been here 11 times for a brake concern

2. Sheix hear again and | was wondering if we could put her in a remat

s

R LT L I VU T S B




Kia Motors America
Consumer Aff4/Rs Department

Page 2 of 9
Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
. ] kNDID735385 NG0B K1563802 4,500
Saint Petersburg, FLIN Prod. Date:  9/13/07 Dealer: FLO39  Lokey Kia

4. Customer just brought the vehicle back in
Wir states:

1. You would need to contact your DPSM
({ wir gave DPSM contact info))

2. Is service manager available

Caller states:

1. 1 can have him cal you

Wir gave name.ext and case#f

Thanked and call ended

*** PHONE LOG 03/16/2009 10:29 AM US Mountain $1andard Titme JSinel 4 F R Action Type:incoming call
Wir called Lokey Kia spoke to drive manager (sm not in) who states:

1. She came in on 08/19/08 @ 2.792 with a comptaint of the brzkes locking up and ESC light on

2. We replaced the Yaw sensor and the g sensor

3. Then on 12/01/08 @; 3.644 miles she came in with ihe same complaint and we machined the rotors

4. Then on 12/19/08 @ 3.926 she came in with the same complaint and we found nothing wrong

5. Then on 2/25/09 (@, 4.319 she came back in with the same probiem and we replaced the yvaw sensor again

6. She came back in on Friday and we are working with the DPSM and tech tine .

Thanked and call ended

*** PHONE LOG 03/16/2009 11:00 AM US Mountain Standard Time 1Sinci 4R Action Type:Incoming call
Wir called DPSM Dan Tacker wha xiates:

L. Yes Fam aware of this vehicle

2. Lactually fust spoke 1o the dealership 10 minuets ago

3. They can't duplicate the problem with the brakes locking up

Wir states:

I. Because we have made 3 repA]R atlempls and because of the nature ol the complaint/ fow miteage wir will be sending cise 1o
the region

DPSA stales:

i. Thanks

Call ended

FEENOTES 03 16-2000 1101 AM UGS Mounin Stndard Time 1Sinel A TR Action Type:Manager review
Dispatching to region tor the following reasons:
F. Complaint regarding brakes tocking up

XS]

- Dealership has been unable 10 duplicate problem with brakes lecking up but have made 3 repA]R attempls
3. Customer claims she was almast in muliiple accidenis
- Dispatching 1o region for early intervention

I

TEEPRIORITY CHAMNGIE 03/16/2009 11:02:02 AM JSincld IR

T PHONE LOG 03182009 04:23 PM Jastern Davhgh Lime JuneSitord Action Fype:Qumgoing call
SRCAA contacted M. [alverson and review ed hoer CONCCIs

I apologize for concerns/situation

2. case forwarded te me for furnher review & assisianee

3. reanest custenner describe the concern Tor heter undersianding
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b intermittently the ESC on/off light will go on & off by iself
2. if going a slower speed the brakes lock and it sounds ke you are dragging a 30 gal trash can under the car

3. The OCS tight came on the other day w/friend {aprox 170 ]bs) in the seat but the Drivers AIRbag tight has not come on
4. Driving down the interstate the Cruise control wem off by iself--a large burst of wind hit the car and the cruise went off | did
not hit the brakes

5. Ehave a tuneral 10 go 1o and | want my car back as | can not smoke in the rental

6. this is the 8th time for this and i will not take it back again

7. T will contact an attorney

SRCAA advised

I. I'will calt the Deafer, DPSM and FTR (o see whal assistance is needed and

2. once vehicle is rep.4 TRed 1 can review 1o sec if GW is available for you inconvenience

3. understand you frustration and will assist with ensuring that the vehicle is repA]Red properly.

#** PHONE LOG 03/18/2009 01:36 PM Eastern Daylight Time JuneSitford Action Type:Quigoing call
SRCAA contacied Ron at FLO39 & veviewed casc -- Ron states he reviewed with DPSM & has SOP ABS block per DPSM review
with FTR.

***¥ PHONE LOG 03/18/2009 01:39 PM Eastern Daylight Time JuneSifford Action Type:Outgoing calt
SRCAA contacied FTR and reviewed customer concerns--FTR has reviewed the ESC concern

SRCAA reviewed the OCS and CC concerns

build date of 07 s0 SRCAA will request the OCS reitash 10 SISWIE MosL current programming has been instatled if not already
in veh,

FEENOTER 037122009 (2:10 PM Fasern Pavlight Time JureSifford Action Tvpe:Manager review

Per connversation waly Dealor--w e dhid fear i big 7 ssise bog we B e ot heardd the noese tlar the costomer doseribed a3 wal
trazh can being drug under the vehicle.

Have not experienced the brakes bemnyg applied by themselves,

= PHONI LOG 0341872009 02:13 PM Eastern Davlight Time JuneSittord Action Tvpe:Ourgaing call
SRUAA reviewed with DPSM--DPSM already involved with case & Dagler

% PHONE LOG 03/18/2009 02:14 PM Fastern Daylight Time JuneSifTard Action Type:Outgoing call
SRCAA contacted M I 1 adviscd hor of the curren plan of aciion.

Dealer has ordered part and 1 will follow up temorrow on part delivery and r(‘pA IR
M. [ cccs b for funcral on Sawrday.

= PHONE LOG 03/20/2000 08:49 AM Eastern Dayhght Time JuneSiford Action Type:Ouigoing cail
SROAA contueied FEUI9--pant is in butl we arc having wouble with programming

Feeh tme and 1 ER conteted

A hydraulic unit may be needed

FEE B IANIT T AN ANISNINONAN ADLEY A N T L v o BT T o O R T e T SR 71
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Hydraulic unit may be needed or another ESC block

i repA LR is on 204 unit then somcthing cise is going on
Requested Dealer recycle car to ensure this is not a programming issue.
Dealer will call back if they need additional assistance.

*** PHONE LOG 03/20/2009 08:55 AM Eastern Daylight Time JuneSifford Actiop Type:Outgoing call
SRCAA comacted Ms. [l advised

1. Part is in and vehicle is in process of repAIR

2. 1 want the Dealer 1o have time to verify the repAIR 50 you may need 10 use the rental for the weekend
3. bwill call dealer later and if | have any new info | will call back or | will call Monday,

Ms. I ;¢ -t -

1. ok I will use rental

2. repA]R usually lasts 2 days.

*** PHONE LOG 03/24/2009 12:44 PM Eastern Daylight Time JuneSifford Action Type:Outgoing call
SRCAA contacted Ron at FLG39--Ron states

1. we are done and currently testing to ensure repA]Rs
2. Customer should be able to pick up in the morning
3. Fwill call her.

*** PHONE LOG 03/24/2009 12:d6 PM Enstern Daylight Time JuneSitford Action Type:Quigoing call
SRCAA conitacted M. and reviewed Dealer commenis

Ms. stales

1. Lam concerned about the rolors

2. they have been turned once

Joadraid they may b swanped di 1o the Tock upr ol e brabes

SRUAA advised

L. i wilfask dealer to check the rotors

2. showld you have a concern with this you may call me and D will conract the Deater.

FEENOTES 0012000 06:46 AM Eastern Daylighi Time JuneSiftord Action Type:Manager review
SRCAA  out of office 3726 3/27 & 3/30--Beremvement

=5 PHONE LOG G4/06: 2009 04:00 PM Easiesn Davlight Time JuneSifTord Action Type:Outgoing cali
SRCAA contacted Mrs, ---Mrs-slmcs

1. no problem with the lwakes so Far

20 am happy with the new Dealer

SRCAA advised

I. giad 1o hear that everything is good at this lime and no concerns with the vehicle.

2. should you have amy additional concerns or guestions that vou need assistance with please give me a call,

" CASE CLOSE 04.06,2000 0-4:08 PM Lastern Daxtight Time funeSifford
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Tread A]Rbag review Qf--JH

*** CASE CLOSE 04/13/2009 11:27 AM US Mountain Standard Time JHirshfield
Tread speed control review --Q1 -
IH

*** PHONE LOG 05/01/2009 11:54 AM Castern Davlight Time JuneSitord Action Type:incoming call
SRCAA rec'd VM request for calli bﬂCk“MSiﬁlates “i dove 226 miles and the licht & cruise control light is on"

***NOTES 05/01/2009 11:56 AM Eastern Daylight Time JuneSifiord Action Type:Manager review
Customer LM stating "This is Mary” SRCAA nol sure who Mary is but was able to identify by phone number.

R PHONE LOG 05/01/2009 11:57 AM ECastern Daylight Time JuneSifford Action Type:Duigoing call
SRCAA auempted customer contact - man answered and states she is not in.

*** PHONE LOG 05/06/2009 123t PM Eastern Daylight Time tuneSitford Action Type:Incoming call
SRCAA rec'd request Tor call back--Mrs, -Olmded very angry

EE PHONE LOG 05/06/2009 12.32 PM Eastern Daytight Time JuncSitford Action Type:Outgoing call
SRCAA attempted cuslomer cantact at both numbers--LM on VM at both numbers advising that 1 will continue 1o tryto  contact
her,

B PHONE LOG 03/06/2000 01:57 PM Eastern Daylight Time JuneSiftord Action Type:Cutgoing call
SRCAA cantacied Ron al F1LO39--Ron states he has comfirmed concern

Requesting FTR

SRCAA reviewed witlh FTR & RPSM--customer being seheduled for 5/20/09

THE PHONLE LOG 05#06:2009 02: 11 PM Fastern Daylight Time JuncSifford Action TypeOugoing call
SRCAA contacted Service Manager and reviewed scheduled FTR visit on 5720

FEHPHONE LOG 05/06/2009 02:12 PM Eastern Daylight Time JuneSiliord Action Type:Quigoing call
SRUAA contacied Mr:.-and reviewed FTR inspection for 5/20-cemal will he provided.

FEENOTES 05/06/2000 04:00 PM Fastern Daylight Time JuneSiiTord Action Type:Manager review
fetwe sem. Dealer contacted,

A PHONE LOG 05/20/2009 01:09 PM Eastern Dayvlight Time JuneSifiord Action Typeilncoming cal)
per review with FTR--need 1o review with DPSM
SRCAA anempted DPSM contact--LM requesting call back--DPSM i Parts & Service Club meeting today
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*** PHONE LOG 05/20/2009 01:15 PM Eastern Daylight Time JuneSifford Action Type:Outgoing call
SRCAA comacted Ms, [ -nd advisee
1. FTR was able to verify codes in system
2. he did not dup the brakes locking
3. we are currently waiting 1o review info with DPSM
4. Dealer says you did not require a remal, however veh may be at the dealer a fow more days.  Arc you sure that you do not need
a rental
Ms. I 5. "no, I do not want a rental.”
5. I will be out of the office however your case witl be forwarded Lo another analyst for follow up.
Ms. Halverson stated. "Thanks for the update "

*** PHONE LOG 05/20/2009 03:57 PM Eastern Daylight Time JuneSifford Action Type:Qutgoing call
SRCAA contacted DPSM & reviewed FTR nspection

DPFSM will contact FTR for approval of r‘epA]Rs

*** PHONE LOG 05/20/2009 04:05 PM Eastern Daylight Ttime JuneSifford Action Type:Ougoing call
SRCAA. DPSM & FTR conference -- DPSM has avthorized replacement of both harnesses.

FEENOTES 05/20/2009 04:08 PM Eastern Daylight 1ime JuneSiflord Action Type:Manager review
Per FTR-NAQC requested lNight record. Dealer in process ol light record at this time.

FEENOTES 05/20/2009 04:13 PM Eastern Daylight Time JuneSifford Action Type:Manager review
:c:.-*::***sr*a::zner*»'uen:cs:*:m**:::*#*sur-**;‘;*DISRFG,\RD THE PRFVIOLIS NOTES REGARDING FLIGHT
RECORDING =5 T HHOSE NOTEN WERE ENTERED IN | RREOes:

*** PHONE LOG 05/20/2009 04:14 PM Eastern Daylight Time JuneSifford Action Type:Outgoing call

Per FTR parts have been ardered.

TEENOTES 06/03/2009 01:53 PM Eastern Daylight Time DABurke Action Type:Manager review
Called the dlr and stated:
1. I'need an update on the vehicle.

Anthonyv states:

b Harness was pun in on 5/22,69,
2. The cust picked up the vehicle on the 22nd.

3. We have not heard anything lrom the castomer s uiyer
4. we also did the recall SC076 on the customer's vehicle.

Wir <tates:
b Thank you so much for your help.

2. Can you please send me o copy ol the R.O.

Anthony states:
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Wir states:
1. Provided Fax information.
2. Thanked Anthony and ended the call,

#** NOTES 06/08/2009 07:31 PM Eastern Daylight Timc JuncSifford Action Type:Manager review
SRCAA-IMS out of office 5/22 - 6/7

*** PHONE LOG 06/10/2009 02:30 PM Easiern Daylight Time JuneSifford Action Type:Outgoing call
SRCAA contacted Ms. [ and review concern - Ms. -

1. 50 far no problems but usually 1akes about 230 miles

SRCAA Advised

1. apologize that 1 could not call back sooner

2. RO's have been vequested from Dealer but not received

3. bwil contact Dealer again and review history for possible GW

Ms. -slales_." I would not want to accept GW now until | have a chance to verify the repA]R"
4. It will take me a week to complete a review and the offer will atlow 15 days so this will give you 3 weeks 1o verify the

rep A LR

5. it vou are still not comfortable at 3 weeks we ean discuss possible extension
Ms. Halverson states ok thank you.

review of warranty repA]Rs indicates about 407 miles avg for ¢ rcpA]Rs n 13 momhs

CRTHONT T O 06 10 2000 6244 PM Faster Pavlight Tome TuneSatord Action I peit oy catl
SROAA contagied Anthony at FLO3O & requesied all RO's. Fech neles & punch times.

FEEPHONI |LOG 0621972000 0327 PM Eastern Baylight Time TuneSiflord Action Type:Ourgoing eall

SRUAA contacted M. _-Ms. _slales

Loso tar no problem with brakes

2 b did calb the Deealer 1o moke zn appomtment o fuel giuge mot reading properly but they have not cabled me back
SRCAA advised

LoV will comact the Dealer on Monday & have them give you a call

2.0 will send the GW offer oul as well.

FEEPHONE LOG 07732009 01:57 PM Easter Daytight Time JuneSiltord Action Fypeuwgoing call
SRCAA had comacted Dealer afier speaking to cusotmer per notes abave

SRUAA comacted Ron at FLO39-- Ron states

[. customer camwe in and we had to order a part.

FEEPHONE 1.OG 07/13:2009 02:34 PM Eastern Daylight Time JuneSitTord Action Typeitncoming cali
SROAN conlacied Ms and reviewed Dealer SOP For her concern of fiscl gauge not reading properly
SRCAA advised

T s miat varnivad anmamrance of £IW Affar hnue van had Gothar teanbla wolth lral~?
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2. I will check to see if it is posstble to program mare than 2 keyless remotes

-
*** PHONE LOG 07/13/2009 02;39 PM Eastern Daylight Time JuneSifiord Action Type:Outgoing call
SRCAA contacted Ron al FLO39 —- Ron states we can cut more keys & program at least one more remote
SRCAA suggest that Ron order 2 remotes and key lebs
Send bill to SRCAA for reimbursement,

*** PHONE LOG 07/13/2009 02:39 PM Eastern Daylight Time juneSifford Action Type:Outgoing call
Called back to Ron to request RO's agam.

*** PHONE LOG 07/13/2009 02:52 PM Eastern Daylight Time JuneSifford Action Type-Outgoing call
Reviewed GW of keys with DPSM--DPSM will assist in gathering RO's.

*** PHONE LOG 07/14/2009 04:18 PM Eastern Daylight Time JuneSifford Action Type:Outgoing call
SRCAA contacted Ms. Halverson -- & advised her that | did authorize two keys and fobs.

Ms. very happy--

SRCAA 10 reimburse Dealer as GW 1o customer

SRUAA 1o follow up with Dealer on SOP for new concern of gas gauge ol reading properly.

**¥ NOTES 07/24/2009 03:36 PM Eastern Bayligit Time IimeSifford Action Type:Manager review

per e-mail lrom FLO39--vehicle is not rc‘pAlRed. Sent case 10 Techline

FEE PHONLE 1LOG 07/24/2009 03:37 PM Fastern Daylight Time huneSitTord Action Typeiincoming cail
SRCAA rece'd call from Ms._ staking
1. Dealer is not aware of keys

2. vehicle is stl} ot the dealer

3. 1old dealer to keep vehicle until vepA IR ca
SRCAA will contact Anthony abowt the keys.

HE PHONL LOG 07/24/2009 03:3% PM fastern Daylight lime JuneSittord Action Type:Outgoing call
SRCAA auemnpled 10 contact someone at FLO39 Service
Ron and Anthony arc not in,

EEENOTES 08/06/2009 04:23 PM Eastern Dayhigh Time JuneSifford Action Tvpe:Manager review
FTR attempred 1o assist DIR by phone ax FTR was (@ region weeting

Veh notat the Dealer <o FER nat able 10 nssis,

FIR advised tha vehicle would need to be brought back for further testing il concern still exists.

*#2 PHONE LOG 08/06/2009 04:50 PM Eastern Daylight Time JuneSitTord Action Type:Qutgoing call
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2. they said that they needed Lo comact their Field Tech
3. wish they would just trade the car,

4.1 will have major surgery on the 18th

SRCAA advised

L. apologize fov this

2.1 will see if I can get the FTR there in person.

*** PHONE LOG 08/07/2009 03:18 PM Eastern Daylight Time JuneSitiord Action Type:Outgoing calt
SRCAA reviewed with FTR-we will schedule inspection or 1 can work by phone whichever js good for customer.

*** PHONE LOG 08/11/2009 03:15 PM Eastern Baylight Time JuneSifford Action Type:Ouigoing call

SRCAA contacied Ron at FLO39--He will cantact customer 10 see if it is possible for customer 1o deliver the vehicle prior to het
surgery as she will not need vehicle.

SRCAA sending e-mail 1o Ron & FTR requesting call back or e-mail to verify when veh is delivered for further testing,

“** PHONE LOG 08/21/2009 09:5] AM Fastern Daylight Time JuneSifford Action Type:Outgoing call
Per Ron ai FLO39--vehicle is here and Tech warking by phene with FTR.

*** PHONE LOG 08/21/2009 09:53 AM Eastern Daylight Time JuneSittord Action Typetincoming call
e-mail 1o FTR to request update

*** PHONE 1.OG 08/24/2009 03:08 PM Eastern Daylight Time JuneSifford Action Type:lncoming call
per FTR--FTR assisted the Dealer by phone and verified the cause as incorrect harness.  Currenl hamess has not wiring for
Cruise Comrol

T PHONE LOG (08/24/2009 03:16 PM Eastern Daylight Time JuncSifTord Action Type:Ourgoing cait
LM on Customer VM advising the cause of the concem has been vertlied and parnt ordered

FEEPHONE LOG 08. 24,2009 03:30 PM Fastem Daylight Time huineSiltord Action Type:Onigoing call

SRCAA contacted FLO39 10 review part order & find oul il any assistance is needed in obkaiming 1he pan

Per Parts director and Ron-Service Manager they are working with parts hotline and have been told it may take 3 weeks
-4 : : DN .

VIO A A il b ome e m L R S 1 DR T thon e
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Cﬂse HiStOrY CO]anain[ I?pr\A I” Accictan,e

*** PHONE LOG 01/24/2008 07:07 AM US Mountain Standard Time Aludson

Customer Siates:

1. Having jssues with my Kia and I am trymng to start my lemon law paper work.

2. Ineed an address 1o send my paperwork 1o,

3. The vehicle has been 1o FLOS about 6 times and 1 am still having the same prablems with the vehicle.
4. the CEL came on and ] took to FLOS5 and they replaced a sensor for that problem. :

5. When there is a PASSenger riding the AIRbag light stays on regardiess of how we are sitting in the seat.

6. Took k back again and the AIRbag fight was still on afier 1 picked up the vehicle.

7.'The CEL came on again and they vrdered some sensors for that again.

3. Had no problems for 2 menths and then had a problem with the vehicle shaking and FLOSS could not duplicate when 1 taok it
in.

@ Then Ftook it back again and they did duplicate but did not know what 10 do to fix.

0. When [ picked up the vehicle the problems were not resolved with the shaking and then the CEL came back on as I was
leaving.

1.1 spoke 10 SM Patrick and he advised that he has done everything that they could do.

12. The CEL is still on and | am still having a preblem with lheAIRhng Light staying on and having a Vibration issue.

13. T want the vehicle rcpAlRed but T also want to fite for lemon law.
14.1am taking the vehicle back 1o them today for them to look at it again.

Writer States:

1. Apologized for the problem,

2. Customer skould reter ro WACH manual for more information about pursuing 1emon Law.

3. Gave customer address to KMA.

4. Advised that writer can assist with ensuring that FLOSS is using all manufacturer resources to resolve concern.

5. Wiiter will have o send vour case to the region in arder for Lemon Law o be pursued because writer cannot advise on (hat,
&. Writer will contact FLO&S to verify what resources have been used and then send case to region.

7. Someone from the region will contact customer within 72 hours.

*EFPHONE LOG 01/24/200% 07:14 AM US Mountain Standard Time Aludson Action Type:Qutgoing call
Wenler called FLOSS and $M Patrick in service states:

1. Vehicle was in last week,

2 Found CAM timing wax aff per TSE and we adjusted it to fix the vibration prohlem.

3. himprovedifixed the problem bt customer Telt tha it wits no [Ixed.

4. Pui her in foaner and triple checked everything and lound nothing that could be repA IR .
3. Customer came back and she contirmed that she tel vibiation in the 08 vehicle as well,

6. Vehicle is operating as designed and there are no manulactirer defects.

7. Have never contacted DPSM because the vehicle has no manufacturer defects and we completed the TSB 1o resolve the
concern.

TEELMALL OUT _ Adudsor Action Type:lxternal email
Send ta:|pbayless@ kinusa.com]
You have been sent a Kin Consumer Assistance Case for your reference and action as may be noted in the Case. I it has been

sentto you in evrer. please notify the Kia Consumer A 14 F R Peptat 049,468 4619 AND delete this email,

The antached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. It is not to be
distributed or disseminated 1o any third party without the express written consent of Kia Motors America.

<<File Attachment: W\copubs\Clari I‘yOB.I\C'A_Anachment.\‘\SendHislor_v\(‘ase_K 1406272 _Aludson_0§-24-200807094 1 .doc>>
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**= PHONE LOG 01/24/2008 07:18 AM US Mountain Standard Time AJudson Action Type:Ouigoing call
Writer called DPSM PBavless and left VM:

L. Gave name and extension,

2, Gave customer name and last § of VIN,

- Customer wants 10 pursue Lemon Law.

- Will dispatch case to region for further handling.

- Requested caliback.

LU Y - ]

*** NOTES 01/24/2008 07:20 AM US Mountain Standard Time AJudson Action Type:Manager review
DISPATCHED FOR:

1. CUSTOMER CONTACT.

2. CUSTOMER PURSUING LEMON LAW.

3. MULTIPLE REPATRS BUT NO RESOLUTION.
4. FLOSS STATES THEY HAVE DONE ALL THEY CAN DO AND REFERED CUSTOMER TO KCA.,

*** PHONE LOG 01/30/2608 03:24 PM Fastern Daylight Time JWright Action Type:Qutgoing call
Writer called customer and spoke to customer's daughter ( :

writer states:

I. Writer is calling 10 speak 1o Ms. Velma concern her issue with her vehicie,

- What is the coneerning issue?

- Writer will need 1o contact dealership SM (Patrick) and T2PSM (Bayless) and get back 10 vou.

I - cc:

1. CEL concern has been r'epAchd.

2. Vehicle hax a vibration.

SOWs suppesed Bomeet with DS last Frickey . but i oot canceliod,
+ Wanng ror sim o come back tor meeting.

Lt 19

*EEPHONE LOG 01/30/2008 03:27 PM Eastern Davlight Time J'Wrisht Action Type:Duigoing call
Wrirer citled Patrich(SM-11.083)

WL SGes:

V. Writer is callmg 1o get update on customer’s vehicle.

2. Writer will contact DPSM (Bayless) and gel back 1o vou for DPSM meeting w/custemer,

Patrick s1ates:

L Customers vehicie has been !'cpA]Red.
2. Customer s comploining about a vibration. this is OTS.
3ok customer oat 10 drive 08 vehicle and i drove the same way,

EENOTES 01302008 03:30 PM Eastern Dayvlight Time JWright Action Tyvpe:Manager review

Writer sent comail to DPSM {Baviess):

fust spoke 1o Fatrick w1 Kendall Kia. He said YOU Were gomg to meel with a cusiomer regarding a vibration with her 2007 Sorento,
but had to canceel.

Do vou have areplacement date so T can set ap an inspection with the customer?

et me konow. .
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*** PHONE LOG 01/31/2008 02:20 PM Eastern Daylight Time JWright Action Type:QOutgoing call
DPSM (bayless) called writer:

Phiilip states:

1. 1 will be at 1he dealership on Tuesday untif lunch.

2. We can set the appointment then,

3. That will be OK.

Writer states
1. Do you have a schedule set up for a dealership visit?
2. How is 10:30am?
f<For Internai Use Only
Writer called customer] and verified that this is a good time to meet.
I. Customer would like a rentad due to her picking up kids from school during this time. >')

*** NOTES 01/31/2008 02:21 PM Eastern Daylight Time JWrigh: Action Type:Manager review
Writer sent confirmation letter to:

1. Customer - Fed-Ex overnight

2. Dealership - fax

*#* CASLE CLOSE 01/31/2008 03:02 PM Fastern Dayiight Time JWright
Case closed pending DPSM inspection on 2/6/08.

PEENOTES 02/0172008 02:30 PM Pacific Daylight Time MILilepas Action Type:Manager review
NCA received MVPN
MVDN stuies:

i.  3ormore mpA IR atlempts have been made 1o repA]R the same deteet or condition
2. ABeged defeet: The truck has been back 1o the dealer six times Tor differem FCXsOns, (wice

check engine light. twice seatbelt light. 3 times for shaking while driving and in park.
3. Thisis a netitication ol the Tinal OPPOIUNY 10 correct the continuing substantial defect or condition.
Wriler 1o sean into case and forward o the region Tor Turther handling,

Ia

*#¥ PRIORITY CHANGE 02/01/2008 07:34:36 PM Miillegns

R PHONE LOG 92018/2008 02:04 PM Lastern Daylight Fime MWright Action Type:Outgoing call
Writer called DPSM(P. Bavless) who stated:

1. Custemers vehicle was driven over 50 miles,

2. Custonters concern condd non he duplicated.

FEEPHONF FOG 02182008 02:05 PM Fastern Daviieht Time JWrioht Action Tvne-Oniooine call
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L. Writer LVM for customerto call writer bake to discuss DPSM visit,

*** PHONE LOG 02/20/2008 10:07 AM Eastern Daylight Time JWright Action Type:Outgoing call
Writer called customer {
Velma told writer to cali daughier -) to discuss vehicle concerin.

*** PHONE LOG 02/20/2008 10:49 AM Eastern Daylight Time JWright Action Type:Outgoing call
Writer cnlled- E daughter)

writer states:

1. Writer is calling 1o follow up with customer to discuss DPSM meeting.

2. Writer apologizes if vou lee| that way as this is not what the DPSM was slaturg.

3. 1f concern cannot be duplicated, Kia cannot authorize a repAIR.
4. Is the CEL light corvently on.

5. 1f you have any existing concerns you will need Lo fet the dealership inspect and repA_IR under the terms of warranty.
0. Writer has no other information for you,
7. Thanks for your time.

N s

t. DPSM and dealership inferred that my mother was 100 big to set in the seat.

2 AIR- bag light works as designed according 1o them.
3. CEL dight is not currently on,

4. We are filling out paperwork wit the BBE.

5. Thanks.

T CASE CLOSE 02/20/2008 10:49 AM Fastern Daylight Time 1Wright
Case cloved pending further coneact from customer,

P PHONE 1.OG 03192008 ¢3:37 PM US Mountain Standard Time RBriones Action Type:incoming call
Customer Stated:

L. Vehicke has been into dealer 9 times sinec | bought the vehicle,

2 M has just been one veor sinee I ot the vehicle.

3. Sull having problems with CEL and veh cut ofl on me today,

4. Called the desler 10 bring it in. and they said they have done all they can do and | should calt vou suys,
S0 Am getiing readv o call an atrorney tomorrow.

Writer Siated:

L. Apologized for prob.

2. Show that costonier wis speaking with regional office before,
3. Notsure why dealer would net make appt with customer.

J. Wihere ix problem with vehicle. customer needs 1a have diagnosis done at Kia dealer,
5. lust as advised previously by regional office.
6. Will Forward back 10 regional office 10 have someone comact you back on this.

7. Bui ultimatelyaehicle has to be dingnosed by dealer.

8 Wwe can ot duplicine problem. can not make ;‘ep/f]R.
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Dispatched for:

1. Customer stating has filed for lemon law.
2. Stating will be contacting attorney.

3. Review of customer concemns and comtact,

*** PHONE LOG 03/21/2008 11:32 AM Fasterm Daylight Time JWright Action Type:Outgoing call
Writer called customer ( :

customer’s daughter siates:

L. She is not here.

2. Writer left phone number and ext for Velma to cail writer back.

*** PHONE LOG 03/28/2008 08:05 AM Eastern Daylight Time IWright Action Type:Ilncoming call
3/28/08:
Writer called customer (- and LVM for custoiner 1o call wiiter back.

*** PHONE LOG 03/28/2008 08:11 AM Eastern Daylight Time JWright Action Type:Ouigoing call
Customer ( called writer

Lawanda states:

1. 1 am call you back 1o discuss my vehicle concerns.

2. The CEL has came back on the vehicle.

3. The AIR-hng light is back on the vehicle.

4. I need someone to help me get this vehicle repA IRed or replaced.
5. Dealership telis me that they cannot do anything else.

6.1 will fax the service dCS 10 YOu tomorrow,
7. What is your lax number?

Wrirer <tates:
E. Writer apologizes for vour concerns.

2. Please fax over your service dCY 10 writer tor writer fo invesligate vour concern,
3. Writer gave fax number.

+ Writer will call you back once service dOCS are recesved.

FEE PHONE LOG 04/08/2008 08:23 AM Easter Daylight Time NWright Action Type:Ouigoing call

Writer ealled customer (-) and conlirmed with customer 10 go ahead and sead over all serviee dOCS!o writer,

HeFor Intemal Ese Only

Wriler received faxed service dCS from customer by fax. >}

T NOTES 041772008 10:42 AM US Mountain Siandard Time IHirshfield Action Type:Manager review
4+ Tread Review - M




Kia Motors America

Consumer Aff4IRs Department b
age 6 of 11

Last name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
] knDID736875 KI1406272 19,000
Miami, P Prod. Date:_10/2/06 Dealer: FLO8S _Kendall Kia

*** PHONE LOG 05/16/2008 12:19 PM Lastern Daylight Time YWright Action Type:Incoming call
Customer's daughter called writer back and LVM:
l. Call me or my Mom owner) back today (5/15).

2.1 will iy 1o call you back 1omorrow.

*** PHONE LOG 05/21/2008 05:04 PM Eastern Daylight Time JWright Action Type:Ougoing call
Customer( called writer

Lawanda states;

F. Tam calling you back to discuss my vehicle concern.

2. The CEL keeps coming on and dealership cannot repAIR.

3. The AIR-bag light will not go off while someone is in seal.
4. The vehicle has a hesitation while driving.

5. The vehicle cuts off while driving,

6. That would be helptul,

7.1 would be interested in GW offer.

8. Please call me back.

Witer states:
1. Writer apologizes for your concerns,
2. Writer will consider sending out FTR and GW if you are interested,

3. Writer wants to make sure vehicle is |'epA]Red first.
4. Writer will call you back once FIR has set rc:pA]R date.

FEERRIONA TOGO3 20 2005 0317 PAT L asien Baydight Fime IWigin Aciion Dypethngoing calt
Writer called customer (-) and spoke to granddaughier:

writer states:

L. Wiiter is calling to speak 20 vehicle owner.

2. Please tell her writer is sending letter for FIR date,

3. W she has any questions, eoll writer hagk,

Granddaughier sires:
LA willietl her the information,
ft<For Imernal Vse Only
Writer faxed information w Patrick {SM-F1L085) and rec'd confirmalion,
2 Writer sent Fetter ko customer by Fed-Fx. »1}

FEEPHONE LOG 0070202008 08:35 AM Eastern Daylight Time FWright Action Type:Outgoing call
Writer calted costonwer ([ o0 5/3008:

WIICE sldles:

VWG D calfing tocoa B FTR appoiniment on 7108,

- Writer apologizes for previous concerns.

- Writer will let FTR know the sealing and stalling concerns.

- Wrner apulogizes Tor previous DPSM comments il'that was the case.

- Will comact you onee FIR appuiniment has been completed for saiislaction.

ted b -

W
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Kia Motors Amicrica
Consumer AffAIRs Department

Page 7 of 11

Last_name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
e — ] KNDID736875 I K1406272 19,000
Miami. FL [ Prod. Date: . 1072/06 Dealer: FLO83  Kendall Kia

_(daughter) states:

1. These concerns have been going on a fong tinte.
2. 1 just want this vehicle repA Tl ed.
3. The AIR-bag light will not go off and the dealership told my mother that it was her size

and the way she sat in the seal was the cause of the AIR-bag tight not working.
4. The DPSM was very rude the last time we met with him.
5. He told us that he would not put his wife in the seat either.
0. T will be there or: July Ist Tor the appointment.

FE COMMIT 06/04/2008 02:35 PM Eastern Daylight Time JWright Action Type:Callback Required

“*¥NOTES 07/01/2008 01:56 PM Eastern Daylight Time JWright Action Type:Manager review

Writer rec'd call from FTR (). Smith) that customer had not arrived at the dealership for the scheduled appointment with the FTR.
1. Writer attempled to calt customer (and ds ar) at 4 different phone nambers,

2. Writer was able to regg ; on the second try of these numbers,

3. Writer informed Ms. that Mr. Smith was at the dealership waiting for this appointment.

4. Ms. Hammond responded "0l yeah it is today. 1 will take it (o the dealership right now”,

5. Customer wok vehicie to the deafership and FIR called writer and stated:

a. CEL does not have any codes stored and is not currently on the vehicle as customer stated.

b. Customer states that velicle cuts off while driving cannot be duplicated,

. "Chuggle” issue is not been duplicated, however. FTR made sure that vehicle had updated retlagh,

d. Customer states that "A]R-bag frght™ is on. FIR cannot duplicate concern. FIR would 20 ahead and update retlash and
make sure that vehicle is updated.

0. FTR stated that vehicle has multiple abuse signs on the vehicle is "washed”. and has horrible odor inside from not being 1aken
care of.

oW advised FIR o have dealership woabe diginal pictures w PULIN vustamer e for fure reference, 118 oblized.

T PHONE LOG 07/0 142608 02:03 PM Eastern Daylight Time JWright Aciion Typerincoming call
Writer received v=mail fram customer's daughier:

1. Writer needs to call me within 30 minuies on my lunch hour.

2. The dealership has upset my Mom so bad that she is calling me ar work 13X,

3.1 want this vehicle J‘cpAIRn'd.
.Fam going to call an attorney when we I get off phone from youl.
3. Tam calling you with plenty hostitity vou need 10 calt me back.
I'<For Internal Use Only
Customer's daughter was extremely angry.
1. Daughter is not owner of vehicle.
2. Writer will call customer back once vehicle has been completely inspected by FTR.=!]

o

* PHONE LOG 07/02/2008 10:04 AM Eastern Daylight Tome I'Wrisht Action Typeiincoming call
Writer received call rom FTR{1. Smith):

John states:

1 Here is the final anteome of myv incnect inn-




Kia Motors America
Consumer AffAIRs Department

Page § of 11
Last name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
I N KkNDID736875 K 1406272 19,000
Miami, FL - Prod. Date:  10/2/06 Dealer: FLO8> Kendall Kia

Customer complaints:
a. Vehicle idles rough.vibrates at idle / No abnormal or unusual roughness or vibration found.  No problem found. Vehicle
operated as designed.
b. CEL hight off.on al times/ No codes stored current. history or pending.  No problem found. Vehicle operated as designed.
c. Vehicle stalls at times / Road tested 30 miles in various conditions.  No problem found, Vehicle operated as designed.
Performed TCU update for vehicle even though o problem

was found.

d. AIR-bag light stays oft when people sit in R/l seat.  No problem found, Velnele operated as designed. Did update vehicle

with QCS software update. ]
2. 1 left keys on counter for dealership to close out RO and call customer to come and pick up vehicie.

*** PHONE 1.0OG 7/03/2008 01:42 PM Eastern Daylight Time IWright Action Type:Outgoing call

Writer called customer -) and daeghter (IR) 2nswered phone:

writer states:

1. Writer is ealling to see if customer was able to pick up vehicle at dealership.

2. Writer explained to the customer that per previous conversation. writer took notes from cusiomer complaints and sent all of’
them to the TR for inspection.

3. TR docs not meet with customers. he inspects/repA]Rs vehicle only.
4. 1s customer currently being represented by an attorney?

5. Writer will wail (o hear from customers alty.

6. Atty knows how 1o contact Kia.

N e

1. My Mama wanted to speak to the FTR and tells him the problems with the vehicle.
2. 1 don't like haw the dealership has been treating me.

Soam zomge o ediiomy atesney

4. Yes. | have an anormey.

5. How does he vet in touch with Kia?

['<For Internaf Flse Only

Writer sent GW oller and release of $1500 based on ali previous concerns. 1]

= CASE CLOSE 07/03/2008 01:50 PM Eastern Davlighs Time JWright
Case closed pending signed GW offer and release from customer.

FEENOTES 07/22:2008 03:00 PM Eastern Davlight Time JWright Action Type:Muanager review
Writer recd ADL dewer from any ¢George M. Nathwalier)

Lo Dealership emplovee was rude and disrespectful.

- Vehicle shakes and vibrates while driving.

. Request repurchase or replacement.

(PR O]

FEENOTES 07/23/2008 10:39 AM Eastern Daylight Time JWright Action Type:Manager review
Writer senk response feller 1o customes’s atty:

I. Requesting d0CS {Sales. service. registration. maintenance).




Kia Motoirs America
Consumer Aff4/Rs Department

Page G of 11
Last name ' First_name VIN of 2007 SORENTO 4X2 AT Case Number Milcage
KNDID736875 | R K 1406272 19,000

Miami. F1 NN Prod. Date:  10/2/06 Dealer: FL0O85 Kendall Kia

¥** CASE CLOSE 07/23/2008 10:41 AM Eastern Daylight Time JWright
Case closed pending dQCS from customer's atty.

*** PHONE 1.0G 08/14/2008 03:50 AM US Mountain Standard Time APatrick Action Type:Incoming call
CUST STATED:

1: 1 AM AT THE DEALERSHIP WITH MY VEH

:MY AIR BAG, CEL, ESC, ABS LIGHTS ARE ON LIKE A CHRISTMAS TREE

: 1 HAVE BEEN IN 12 TIMES FOR THIS SAME THING

:I WANT A RENTAL

: FAM NOT GOING TO SIT HERE 3 HOURS TILL THEY LOOK AT IT

[ R VE I (N

WRITER ADVISED:

P APOLOGIZED FOR PROBLEM

2: RENTALS ARE NOT A PROVISION OF THE WARRANTY BUT ALLOW US TO MAKE SOME CALLS TO SEF. WHA1
WE CAN DO

3: PLEASE BE PATIENT AND WE WiLl DO EVERYTHING WE CAN

CUST STATED:

1. THIS HAS UNCONVINCED ME | CANT BE SITTING HERE FOR THREE HOURS
2: 1 DONT WANT YOUR EXTENSION NUMBER

3 EAM GOING YO CALL MR WRIGHT

*** PHONE LOG 08/14/2008 05:56 AM US Mountain Standaed Time APatrick Action Type:Outgoing call
WRITER CALLED ZWRIGHT 1 VM

FOESEOATTID BACK IS AT TEHL DY ATFR TOR SAN CONET RN

2: SAID SHE WOULD BE CALLING YOU WANTED TO GIVE YOU THE HEADS UP

3: PROVIDED CONTACT INFORMATION AND EXT4 44363

TEENOTES 08/14/2008 03:59 AM US Mountain Standard Time APalrick Action | ype:Manager review
DISPATCHING CASF

I: CUST BEEN TO DEALER MULTIPLE TIMES FOR SAME CONCERN

2DCUST IS BACK AT DEALER NOW FOR SAME CONCERN (CEL. ARS. 1I8C. ETC)

J:CUST IS DEMANDING RENTAL

4: CASE WAS PREVIOUSLY HANDLED BY THI: REGION

HEEPHONE LOG O8 1472008 11215 AN Eastern Dayhielt Time PWright Acvion | vpeiOutgaing call
Writer valled dealership (Painick - S3E- [ LUNS;

wiiter siates:

. Writer is calling to fotlow up with customer concern.

2. Thanks tor the information.




Kia Motors America

Consumer Aff41Rks Department Page 10 of 11

Last name

First_name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage

] e KnD1D736875 G K1406272 19,000

Miami. FL [ Prod. Date:_10/2/06 Dealer: FLO§S_ Kendall Kia

. Vehicle came in this moming.
2. Gave customer a rental vehicle.
3. Found out customer concern wag a sensor blowing.

4. Vehicle is being rcpAlRed and she will ke called later to pick it up today.

#+* CASE CLOSE 08/14/2008 11:17 AM Eastern Daylight Time JWright
Case closed pending further contact from customer.

**x NOTES 09/30/2008 11:25 AM Eastern Daylight Time JWright Action Type:Manager review
SCRAA ree'd letter from cusiomer’s ally:
1. Customer is requesiing an replacement.

(Writer sent GW offer 1o customer's atty - Same offer that was sent to customer originally).

**¥ NOTES 09/30/2008 11:25 AM Eastern Daylight Time JWright Actien Type:Manager review
See attached GW offer and release.

**+x CASE CLOSE 09/30°2008 11:27 AM Eastern Daylight Time JWright
Case closed pending signed GW offer and release from cusiomer’s ally.

e PHONE LOG 11/12/2008 07:03 PM Eastern Dayligln Time JWright Action Type:Incoming call

Wriler received v-manl lrom customers atty (Marcello Suarez - Natchwalter PLA) tocall wiier back and discuss case.

EEEPERONE T.OG 1112220008 07:04 PM Eastern Davlight Time JWnght Action Type:Quigoing call
Writer called auy (Marcello Svarez back and EVM for a1ty to call writer back and discuss case.

FEPHONE LOG T 2372008 03:21 PM Lastern Davlight Time IWiight Action Fype:Outzomy call
Writer called costomer's any {G. Nachwalier) at 305-971-8880 and left message with recephionist tor atty to call writer back 1o
discuss customer case,

FEE PHONE 1.OG 12,03, 2008 12:06 PM Eastern Davlight Time JWrnight Action Tvpe:OQuizomg el
Writer ealled custemar's aity (M. Surez- Nachwalier):

wrer slatex:

L Writer calling 1o address your chients concerns,

20 Writer apolonizes v vor chenis precins concems,

3. Writer previously olfered customer 52300 GW.

- Weizer willag 1o extend same GW olTer.

L Customer was fast i the deadersing by ous records un 7,108,

0. All concerns were never duphicated.

R - e e £ A LA A T § T I R A R LI ST T LT b M

Ly
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Last name irst_name VIN of 2007 SORENTO 4X2 AT Case¢ Number Mileage
] - knDID736875 K 1406272 19,000
Miany. F LN Prod. Date:  10/2/06 Dealer: FLLO35 Kendall Kia

9. Thanks for your time.

Manuel states:
1. Do not think customer has been to the dealership since.
2. Would just like to get this case closed.
3. Customer willing 1o accept $3000 GW offer and release to close case.
4.1 will look for vour letter,
5. Thanks.
{!<For Internal Use Oaly
Writer sent GW offer and release (autached) to customers atty by Fed-Ex overnight. >f)

*** PHONE LOG 12/19/2008 03:30 PM Eastom Daylight Time JWright Actien Type:Incoming call
Writer received signed GW offer and release from customer's atty (Nachwalter).

=X NOTES 01/02/2009 11:23 AM Eastern Daylight Time JWright Action Type:Manager review
Writer sent GW package to NCA for process.

¥*¥ FULFILL 01/22/2009 12:05 PM Eastern Daylight Time JWright Action Type:Callback Required

*E2 NOTES 02/23/2009 09:39 AM Eastern Daylight Time IWright Action Type:Manager review
Writer received GW check from NCA
1. Writer sent GW check and letter to customer's atty (Nachwalter) by Fed-Ex overnight.

“** PHONE 1LOG 02/23/2009 10:10 AM Eastern Pavlizht Time | Wrish: Acton Type:Outgoing call

Writer called Mr. Suarez (Customer atly contact):

1. Writer spoke to receptionist who stned Mr. Suarcz was in 2 meeling,

- Writer gave her phone number and extension number.

- Writer explained that GW check Tor client had arvived and writer was sending overnight 1o Mr. Saurez atiention.
. Please have him call writer back 1o discuss.

5. Writer thanked receptionist for her tinse.

Loa ta

*E PHONE LOG 02/24/2000 04:02 PM Eastern Daylight Time JWright Action Type:Quigoing call
Writer called Mr. Suarer (Cust. ativ):

1. Writer is cabling to make sure that eheck was received.

2. 15 there any other questions that writer can answer”?

3. Thanks for your paticnce.

Mr. Suarcy states:

Lo We did receive the cheek today.
2. Fappreciate vou following up.

. No other questions at this time.

..J]

##¥ CASE CLOSE 02/24/2009 04:03 "M Eastern Daylight Time JWright

- v 1




Kia Motors America
Consumer Aff4IRs Department

Page 1 of 2

Last name First_name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
I [ ] kNDID736675 K1469677 17,336
Pikeville, NC‘ Prod. Date:  10/27/06 Dealer: NC0O20  Deacon Jones Kia
Case_ History Complaint Replacement

+6x PHONE LOG 07/09/2008 08:59 AM Pacific Daylight Time KWarren
NCA recetved letter from customer
Letter is ec'd to the AG of North Carolina and the Auto Line.

1. Cust states the various problems he has had with his vehicle: Transmission, PASSenger AIR bag light, brakes. sound in
wheel wells,
2. Cust states he would like to have this vehicle replaced under the N.C. G.S. 20-351 with a new vehicle.

3. Cust states this vehicle cannot be repA]Red as repeated trips to the Kia dealer have proved.

Dispatching to the Southern Region for customer contact,

##% PHONE LOG 07/11/2008 08:21 AM Eastern Daylight Time CCarroll Action Type:Incoming call
wir states

LIt vimx for cust at histed #

2. wtr provided ¢/b info

X PHONE LOG 07/11/2008 08:36 AM Eastern Daylight Time CCarroll Action Type:Incoming call
wir states

1. spoke with Mike svem at bisted dir

2. dlr advised he is familar with 1his cust

3. dIr stres cust has in his mind he just wants a new veh

4. dlr states has completed updates/refiash forA]Rbag Jubit and shutter in vanny

5. dlr stares he is unable to dup  shutter in tranny but adb Light is on while PASS scaied. cust does have the wheek flapping
noise unable to dup brake grabbing

6. dlr states they alve done everything possible .cust jsut not satished

7. wtr advised dlr will contact DPSM Paul/ FIR Steve R to inspect cust veh

Soalie shaivs spodoc il DIPSM ahoat cast seh during Bis contact st

Yowitr reg ro's and tech notes {or review

“E PHONE LOG 07/1 12008 U9:33 AM Fastern Daylight Time CCarroll Action Fype:Incoming calt
Wir states

- Jorward emiail w dpsme Ny

Swlr provide cast indo and complaints

. wir requset cust vel be inspected

Swtrwill o with cust onee response is rec’d from dpsm

L R

L

*EEPHONIE LOG 07715 2008 02:88 PM Eastern Davlight Thme CCarvoll Action Type:ncoming cab
wir states

- attempted 1o leave cust vmx at listed #

Swir rec'd mess advising vimx full and cannot leave vinx a this time

Swir alse leltvmy for DESM Chits Curry as Bu

S s Tor dpsi o espect el based o cust fetier stating

N —

A

tn

- he still has multi concerns with items that have previously been rc:pA IR

B NOTES 07/15/2008 02:22 PM Eastern Daylight Time CCarroll Action Tvpe:Manager review

Wi arates




Kia Motors America
Consumer Aff4/Rs Department

Page 2 of 2

Last_uame First nare VIN of 2007 SORENTO 4X2 AT Case Nuptber  Mileage
(] kND3D736675 T K1469677 17,336

Pikeville, NC- Prod. Date:  10/27/06 Dealer: NC0O20  Deacon Jones Kia

2. wir req response from DPSM Paul §

3. DPSM is aut on medical teave and FTR is on vacation
4. dpsm states with get back with wir once FTR refurns
5. wir 1o respond to bbb requesting final

*** NOTES 07/15/2008 02:46 PM Eastern Daylight Time CCarrol) Action Type: Manager review
wlr states
b, closing case pending bbb response for veh final

*** CASE CLOSE 07/15/2008 02:47 PM Eastern Daylight Time CCarroll

*** NOTES 07/30/2008 02:23 PM Eastern Daylight Time CCarroll Action Type:Manager review
wir states

L. rec’d corresp fon state  of Nortk Carelina

2. wir respond 1o letter on 7/30/08

3. wir to advise kia seeks final repAIR opportunity per state law

4. 10 address cust listed non conformity

#** CASE CLOSE 07/30/2008 03:00 PM Eastern Daylight Time CCarroll




Kia Motors America
Consumer AffAIRs Department

Page 1 of 1
Last_name First_name VIN of 2007 SORENTO LX 4X4 Case Number  Mileage
I kxoicsers KIS36396 24762
Seaside. CA I Prod. Date:  7/24/06 Dealer: CO007  Grand Kia
Case His!or)g Complaint Rond TR & coictanca

e PHONE LOG 12/29/2608 03:31 PM US Meuntain Standard Time Aldudson
Customer States:

1. Had some problems and took vehicle in.

2. Want to know why the repA IR was not covered?

3. Took vehicle to CO007 and worked with SVCA Jack.

4, Took vehicle in because the heater went out and wipers were not working.

5

. When someone is silting in the PASScx1gex' seat the AIRbag indicator comes on and stays on- A TRBAG OFF
6. COO07 adwvised that the fuse was blown due to trozen window.

-3

. The Aleag indicator is stitl on, they CND the concern with theA]Rbag light, ran electrical check to address.
8. Was charged $100 for labor and parts for the fuse and electrical check.

Writer States:

1. Apologized for the probtem.

2. Warranty covers the vehicle for manufacturer defeets.

3. If concerns are not covered under warranty. then CO007 may charge diagnosis fee for diag time.
4. 1f CO007 CND concern and charged customer for diagnosis. KCA cannot intervene.

- would recommend to contact CO007 to verify if diagnosis fee was charged for AIRbag tHight concern
5. Fuse replacement would not be covered under warranty. CO007 may charge diagnosis fee for that,

6. Advised customer o ride with the tech at CO007 10 address AIRbag light concern.
7. Gave customer case nuimber. advised to call KCA when the vehicle is at dealer for additional assistance.

*2x CASE CLOSE 12/29/2008 03:31 PM US Mouniain Standard Time Aludson
PENDING CALLBACK

Ak A T ORI AT OON0 NN AN 1'C AAansraie Crandard Tiaae Hliechdinld




Kia Motors America

Consumer Aff4/Rs Department >
ape 1 of 2

Last nanre First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage

] I kND1D736X7s IR K1312403 1,187
Baton Rouge, LA- Prod. Date:  11/6/06 Dealer; LAOOT  Kia of Baton Rouge

Case History Complaint o ATR 4ccicrance
*** PHONE LOG 05/18/2007 02:52 PM US Mountain $tandard Fime EEscobedo
Cust  Kerry Smat LAQO):

i. Cust has concem PASSenger A]Rbag indicator stays on
2. Wetried to get it 1o turn on for the cuts and verify, no able 1o dupe and no codes
3.1 have cust right here want 1o talk talk to him

Writer stated:
1. Ok thanks

Witter spoke to Cust Mr -

L. Well im a pretty big puy

2. Whenisit itin i, it says AT Rbag off,

3. 1am about 325 punds i dont understand how it wont be off.

4. L dom believe the DLR is diagnasing this propetly. I did not see thyat the DLR hooke dup a scanner for codes o anything

Writer stated:
1. Please aflow writer to speak to Kerry again?

Cust:
1.0k

Writer advised Kerrv:
1. Have we disgnosed veh with the sacnier for codes?
2. Cust believes it has no been done

Kerry:
1. Yes i did. i can do it again il he wants
2 Okhanked Kerry

Writer Advised cust:
1. Kerey will be performing diagnosiic again on the veh

Cust stted:
L. Wail wait....i want vou 1o document this is the first time they put a compuier scanner on my veh
2. Please document thai and give me vour information

Writer gave contact info to cust:
Lo Advised writer will also look furher into this case as well
2. Please adlow wiiter w resuerch and call cost buck

Cust siated:
LoDwill eall you back i1 huve anvthing new as well, thanks,

=EENOTES 0572172007 00:48 AM U'S Mauntain Standard Time CEscobedo Action Type:Managey review

EEC Axe closed pending cost callback®##




Kia Moiors America
Consumer Aff4IRs Department

Page 2 of 2
Last name First_name VIN of 2007 SORENTO LX 4X2 Case Number  Mileagpe
[ ] KNDID736X 7 R K1312403 1,187
Baton Rouge, LA- Prod. Date:  11/6/06 Dealer: LAGO1  Kia of Baton Rouge

*** NOTES 67/05/2007 69:05 AM Pacific Daylight Time ELau Action Type:Manager review
Tread Review Done




Kia Motors America
Consumer Aff4/Rs Department

Page 1 of 8
Last name First name VIN of 2008 SORENTO EX 4X4 Case Number Mileage
[ ] ] kNDIC73693 S K1451588 2,000
Kingman. AZ NN Prod. Date:  5/39/07 Dealer: AZ042  Martin Swanty Kia
Case_History Complaint Backordered Parts
**% PHONE LOG 05/27/2008 10:32 AM US Mountain Standard Time ERuiz
***CALLER STATED ¥+

l. HAVE A PROBLEM W/ MY CAR THAT 1 BELIEVE IT'S A SAFETY HAZARD.
2. THE DEALER IS TELLING ME THAT THE PART 15 ON BACK ORDER.
3. THEPART HAS BEEN ON BACK ORDER FOR WELL OVER A MONTH.

4. THE ORDERED SOME KIND OF SAFETY SWITCH UNDER THE PASSENGER'S SEAT.

5. WHAT THIS SWITCH DOES, I'F OPERATES THE AJR BAG ON THE PASSENGER'S SIDE.
6. 1TRIED TO DEAL WITH THE DEALER AND 1 HAVEN'T BEEN ABLE TO GET VERY FAR.

#5WRITER STATED#**

i. APOLOGIZED FOR THE INCONVENIENCE.

2. WRT WILL BE GLAD TO CONTACT THE DEALER FOR MORE INFO.

3. WRT WILL CALL THE CUSTOMER BACK JUST AS SOON AS MORE INFO BECOMES AVAILABLE.
4, CUSTOMER CAN BE REACH AT HOME AT 928 692-3497.

*** PHONE LOG 05/29/2008 12:34 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
FEWRITER STATED**#

1. WRT CALLED AZ(042

2. WRT ASKED TO SPEAK TO THE PARTS OR SVC DEPT.

3. FRONT DESK RECEPTIONIST STATED:

a)  INEEDTO TAKE A MESSAGE.

by NOONEIS AVAILABLE AT THIS TIME.

4. WRTREQUESTED A CALL BACK AT EXT 45605,

5. TOM IS THE KIA SVC MGR.

FEEPIHINT DO O3 29 2008 12240 PNTES NMountnn Standard Time 1 Roiz Action IypeCigoing call
FEEWRETER STATED***

[. WRTCALLED AZ042.

2. ASKED TOSPLAK TO TOM IN SVC.

3. RECEPTION STATED:

) HEPS ACTUALLY WORKING ON A PROJECT TODAY.

b} POGAVE M YOUR MESSAGH.

¢} TAMSURE HE'LL CALL YOU AS SOON AS HE HAS A CHANCE.

4. WRT WILL CALILL BACK.

#EE PHONE LOG 05/29/2008 12:43 PM US Mountain Siandard Time FRuiz Action Type:Ouigoing call
FERWRITER STATED =

WRT CALLED DPSM. DARRYL TRETTIN FOR ASSISTANCE,

2. CUSTOMER CLAIMS THIS IS A SATETY HAZARD.

3.0 WRT HASN'L BEEN ABLL TOSPEAK TU TOM N SV,

4. DARRYIL STATED:

a) FWIHLL TRY TO GEFY MORIE INFORMATION FOR YOU.

BY  FAMATL A COPY OF THIE FHE 1oy M

5. WRT THANKIED DARRYL FOR LOOKING INTO IT.

T PHONE LOG 05/29/2008 12:43 PM US Mountain Standard Time ERuiz Action Type:OQuigoing cali
FEEWRITER STATED***
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I. WRT RECEIVED A V/M MESSAGE FROM TOM FROM AZ042 AT 1:46 PM THURS.
2. TOM REQUESTED A CALL BACK AT 928 753-1000.

0 PHONE LOG 05/29/2008 01:08 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
FEWRITER STATE*#*

1. WRT CALLED THE KIA PARTS AND SVC DIRECTOR. TOM

2. WRT ASKED TOM FOR MORE INFORMATION ABOUT MR HART'S ORDER.

3. TOM STATED:

a) I TALKED TO THE CUSTOMER THIS MORNING.

b} TALSO TALKED TO MY DARRYL ON THIS RIGHT ARQUND MAY 16TH.

cy TIHISIS A MAJOR SAFE HAZARD.

d}  THE PART IS SUPPOSED TO BE RELEASE OUT OF BACK ORDER ON 6/10 .

e) 1 TALKED TO THE CUSTOMER TODAY AT ABOUT 9:30 AM

f) WE OFFERED TO PULL THE PART QUT OF ANOTHER VEHICLE. HE DIDN'T WANT TO DO THAT.

g) WE ORDER A LOWER SEAT BASE FOR THE PASSENGER'S SIDE.

h)  THE PART # 1S 88200 3E70}YC6.

i} THE PART WAS ORDERED AS A TYPL R ORDER.

P THE SYSTEM DOESN'T ALLOW MFE TO CHANGE THE ORDER TO E STATUS.

k) 1CAN CALL THE KIA PARTS HOT LINE FOR ASSISTANCE GETTING THE SYSTEM TO WORK.

) [BELIEVE WE DID A REFLASH. | HAVE A TECH NUMBER HERE

4. WRT THANKED TOM FOR HIS ASSISTANCE.

5. WRT WILL CALL THE KIA PART HOT LINE TO REQUEST ASSISTANCE CHANGING THE ORDER TO THE
UPPER STATUS.

#*#* PHONE LOG 05/29/2008 01:10 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
¥RAWRITER STATED***

WRT CALLED THE KIA PARTS HOT LINE,

WIRT SPOKETO YEIDTIN PARTS,

WIRT ASKED FHM FORASSISTANCE CHANGIENG TRE ORDER 1O AN UPPLR STATUS..
YEHDUI STATED:

OK.TIUST CHANGED IT TO THE UPPER STATVHIS,

THE PART'S REFERENCE # 15 P1452815.

WRT THANKLED YEHDULFOR HIS ASSISTANCL,

(O S VAU
- L2 A

“rE EMAIL OUT  ERwiz Action Type:Exiernal email

Send to:[dtrettinglkiausa.com]

CC Listjapeckson{ekiausa.com]

You have been sent & Kia Consumer Assistance Case tor vour reference and action as may be noted in the Case. it has been

sent 1o vou B error. please notify the Kia Consumer A i IR: Dept. ar 940,468 4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. Ht is not te be
distributed or dizsseminated to any third party without the express written consent of Kia Motors America.

Pls. callb me back al ext 43605.

~~File Altachment: weopubsiClarityOBNCA_AnachmentsiSendiistoryfCase K1431388 LRuiz_05-29-2008140426.doe> >
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Kingman. AZ - Prod. Date:  5/29/07 Dealer: AZ042  Martin Swanty Kia

*+ PHONE LOG 05/30/2008 09:20 AM US Mountain Standard Time ERuiz Action Type:Outgoing call
FAWRITER STATED**+*

1. WRT CALLED DPSM. DARRYL TRETTIN.

2. DARRYL WAS NOT AVAILABLE.

3. WRTLEFT HIM A V/M MESSAGE.

4. WRT ADVISED. CASE WILL BE FORWARD TO THE WRCA'S OFFICE BECAUSE OF THE CUSTOMER'S
CONCERN,

5. WRT EXPLAINED. THE CUSTOMER FEELS THIS IS A SAFETY HAZARD.,

6. WRT ADVISED DARRYL TO CALL BACK SHOULD THERE BE ANY QUESTIONS OR COMMENTS.

R NOTES 05/30/2008 09:22 AM US Mountain Standard Time ERuiz Action Type:Manager review
FEEWRITER STATED***

1. CASE DISPATCH TO THE WRCA'S OFFICE BECAUSE:

a) 2008 VEHICLE W/ ABOUT 2K MILES.

b)  SVC DEPT ORDERED A LOWER SEAT BASE FOR THE PASSENGER'S SIDE.

¢} CUSTOMER FEELS THIS IS A SAFETY HAZARD. SVC MGR AGREES.

d)  THE PARTS IS ON NTL' BACK ORDER.

e) PER SVC MGR, PART SHOULD BE RELEASE ON /10,

f)  PLEASE. CALL THE CUSTOMER FOR EARLY INTERVENTION AND FURTHER ASSISTANCE.

¥ PHONE LOG 06/03/2008 01:50 PM Pacific Davlight Time APeckson Action Type:Quigoing call
rcaa statcs:

1. 08 =orento

2. apulogize abt the inconvenience

3. i will speak to dist wngr and dlr to get more clarity on backordered parts

4.1 might have to comact parts dept to see what hold up is

5. thank vou for your patience

O Bere s vour case 7 ad s contaet info

cust states:

L. still wartiag on part

2.1 have veh

3. evervihing else ok

d.1t's been abt 2 mos for problem

5.1 think they ardered part 5 wks ago

6. dlr told me he was advised part would be coming in aboui 6/10
7. e wld me he might be able ro take pant 1, other veh

FEEPHONE LOG 060372008 02:03 PM Pacilic Davlight Time APeckson Action Type:Outnoing call

resta comtacted ki sers nngr (0 AZ042 Tor updaie:

tom states:

t. cushion ws AIR bay sensors which was ordered 3 weeks ago—AIIe bag fight Fashes menmitently

2. part been upgraded o L1 spoke to darryl and we are trving to get veh I me. hars

3. he wanks me to ship i ot e vegas, apparenily there is a fash thar i do not bave aceess wo-counesy ki is to perform reffush-it

n‘.i-:'hi v e .\nm\\‘:!nin;: tudo o pln'nlt.'ln
4. 've lelt a message wi mr, hart ast night
5. cust said he was line i3 had to take part fr. other veh
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Kingman, AZ- Prod. Date:  5/29/07 Dealer: AZ042  Martin Swanty Kia

#** EMAIL IN 06/09/2008 11:11 PM Pacific Daylight Time CLARIFY@KIAPROD.KIAUSA.COM

DLRAZO042 Re: Name/Vin#l TEDDY HART/ KNDJIC736985767171 VEHICLE WAS REPATRED

6-4-2008 VEHICLE WAS TEST DRIVEN WiTH AND Wi0 PASS N SEATREPATR COMPLETED DLR
FILLED GAS TANK AND DETAILED COMPLETELY FOR CSI PER DSPM NO FURTHER ACTION E-ORDER PART

WAS CANCELED VIA DCS DLR APOLOGIZED FOR INCONVENIENCE OF REPA TR PROCESS.

*E* PHONE LOG AND STATUS CHANGE 006/20/2008 08:46 AM Pacific Daylight Time APeckson Action Type:Quegoing cali
rcaa contacted cust & left msg:

1. doing follow up call on 08 kia sorento

2. veh was picked up 6/4/08 and test driven

3. want 1o make sure veh running 1o your satisfaction

4. pls give me a call back at carlicst convenience. thank you

**#* CASE CLOSE 06/20/2008 07:46 AM Pacific Daylight Time APeckson
pending cust call

= PHONE LOG 06/26/2008 03:49 PM Pacific Daylight Time APeckson Action Type:lncoming call
cust left message requesting ¢/b

veaa contacled cust;
1 last msg was foblow up call on how veh ronning
2 i doapolegize siv abinconyenionee

-

3.9 eall district manager/dbr (0 see what is going on

cust slates:

- dr ligured they had to do xomething on onhoard comp
. took veh back to dir on ih. they did reflash

didu’t drive it very much. didint seem 10 do 1 then

Tl LD

-onmy way 1o LA it started to do it again. A]Rbug light went onfol was 12x
Conly way to resel 1t was to pull of 1o road. shar off veh

. i calted dlr abt it and want me to bring veh back in on monday

. thank you

- T B

FEENOTLES 07/07/2008 (448 PM Paciliec Dayhight Time ELau Action Dype: Manager review
Fread Review Complered

T PHONE LOG AND STATUS CHANGE 07 68 2008 09 35 AR Pavibe Dasdighi T APwchson Action Type Inconning el
rcan contacted ken

ken states:

1. cust brought veh yesterday

7 «witehed the PA?.Q weat cnchinn ang
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3. we test drove out no A]Rbag light anymore, waiting for manager o give me ok to release
4. shouid be released today or tomorrow morning

*** NOTES WITH COMMITMENT 07/08/2008 08:34 AM Pacific Daylight Time APeckson Action Type:Manager review

*** PHONE 1L.OG AND STATUS CHANGE 07/09/2008 09:44 AM Pacific Daylight Time APeckson Action Type:Outgoing call
rcaa contacted ken @ martin swanty kia:

1. has veh been released

2. were you able to send ro's

ken states:
1. veh released yesterday
2.1l fax the ro's myself’

#** PHONE LOG 07/09/2008 10:35 AM Pacific Daylight Time APeckson Action Type:Incoming call
tom called fr. martin swamy kia:

1. pulled veh off lot. put in his veh drove it cnd concern

2. we did venfy when wite was in car when wite in there

3. he just picked veh up driving fine so far

4. darryl knows abl this

5. 1'll be sending ro's

*1* PHONE LOG AND STATUS CHANGE 07/09/2008 01:27 PM Pacific Daykight Time APeckson Action Type:Outgoing catl
rean contacted cust:

I dowmy follow ap on vour weh

2. how is veh roaning

CusE states:

I haven't had wife in car vet

2. bt frae so far

Jode you have email address where §ean send fetter regarding dir
- car hasn't been perfect. well nathing is

5. but the dh has. they've been superb & had no problem w/ them

=

Feaa Stales:
1. yes you can email o me and i can forward tetier 1o disirict manager in charge of AZ territory

2. i'm glad 1o hear 1hat vou reccived great custemer satisfaction that's what we like 1o hear

U CASE CLOSE 07409 2008 01:27 PM Pacific Daylight Time APeckson

¥ PHONE LOG 00042008 08:23 AM US Mountain Standard Time UValencia Action Tvpelncoming cal)
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CASE ALERT

*** PHONE 1.OG 09/08/2008 10:38 AM Pacific Daylight Time APeckson Action Type:Incoming call
Tom fr. martin swanty kia left msg:

t_pls call back cust has legal issue

2.1'm going to send darryl an email on this

*** PHONE 1LOG 09/08/2008 10:39 AM Pacific Daylight Time APeckson Action Type:Qutgoing call
reaa contacted tom s/m @ martin swanty kia & left msg:

!, calling you back regarding teddy hart

2. i know you mentioned you were going to email dmyl

3.1 will follow up as well. call back thanks

T NOTES 09/68/2008 10:47 AM Pacific Dayltight Time APeckson Action Type:Manager review
rcaa emailed dpsim regarding status of cust situation

*** PHONE LOG 09/08/2008 12:51 PM Pacific Daylight Time APeckson Action Type:Incoming call
Ppsim states:

. cust had Q'S issue. same time when reflash came out

- end problem, cust left w/ veh

- made arrangements to have veh driven to counesy dir

. courtesy dir reflashed. guy came bk week later

. dir decided 1o pul new seal bottom. but didn't reflash it

- guy comes back. dir reflashes again

SFealled engineer and explaned sitoation

8. cust come back said he had another prob

9. dlr did diagnese and duplicate, hight came on when veh was in reverse
1. Ewaorked w/ dir to put seat . other car inte his car

11. problem is we didn’t reflash ii again

12 right now veh ar martin swanty. cust in rental

13 {r. what he and tom tells me he s not upset a1 dir

1. arorey 1old us i we can’t lix we re going (o e

15, new seat jst needs 1o be reflashed. 0ol should have been deliv this a.m.
P& they are going to reflash and test. call cust in 2 couple davs

17, call dlr first then follow up w/ cust on wed.. cust should be in car imrw

ol e b —

k=

FEE PHONIE LOG 0%09/2008 02:38 PM US Mountain Sundard Time ESims Action Type: Incoming call
Mr -ﬂml
1.1 2ot a message from an Anna?

v ransferred caller e Vi of APeckson

* PHONE LOG 09/10/2008 12:38 PM UIS Mountain Standard Time TDannetly f\.\’.lion Twpe:tncoming call
CUSTOMER STATES:
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LTRYING TO GET HOLD OF ANNA?

2. SOMEONE TRANSFERRED ME TO HER PHONE YLSH:RDAY
3. WHAT IS HERE LAST NAME?

4. DID NOT GET 800# 10O REGION, WHAT 1S [T?

5. WOULD LIKE TO LEAVE VM MESSAGE.

WRITER STATES:

1. APOLOGIZE NOT RECOGNIZING LAST NAME CUSTOMER IS PROVIDING.
2. CONFIRMED OWNER INFO.

3. CUSTOMER IS ATTEMPTING TO REACH RCAA WRCA. APECKSON

4. DID CUSTOMER GET 800# TO REGION?

-A.PROVIDED 800# TO REGION.

6. ADVISED SPELLING OF RCAA FIRST AND LAST NAME.

7. TRANSFERRED CUSTOMER TO VM OF RCAA. ANNA PECKSON.,

*** PHONE LOG 09/10/2008 01:}9 PM Pacitic Daylight Time APeckson Actlon Type:lncoming call
rcaa contlacted s/m @ nartin swanty kia

rcaa spoke 1o ken for status

ken staes:

1. received ATR bag module
2. veprogram it and reflash it
3. should be ready by tomorrow

*** PHONE LOG 09/10/2008 01:36 PM Pacific Daylight Time APeckson Action Type; Outgoing call
remL contacled cust:

1. veh part in

2. should be ready by tomorrow

3. i understand vour frustration

LTy onet sour paperwork

3o yon can't get i reguest . dir

vothen Pibalk o dpsm

-

cust states:

- bden't know what to do anymore

-to e honest w* vou ive contacied a lemon law attomey
- they tald me 1o send my paperwork 1o them

- buti would like to work it out w/ you guvs instead

.ot the dir or vour fauh

6. its xo far 10 fax the paperwork

7. vve documenied 125 my veh's been at dir

8. theyv're only saying 5x

9. ok thank vou lor vour help

L1y —

[V

HEEPHONE LOG AND STATUS CHANGE 09%10/2008 02:03 PM Pacilic Daylight Time APcckson Action Type:Ouigoing cal
roma comtacied ken @ martin swanty kia:

1. can vou pls fax all cust ro's 1o me
2. here is tax #
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ken states:

1. 10m the s/m not here

2.i'll try to puil up tom usualy does it
3.1 fax over

*ENOTES 09/23/2008 12:53 PM Pacific Daylight Time APeckson Action Type:Manager review
ad] notification escalated
case closed

*** CASE CLOSE 0%23/2008 12:53 PM Pacific Daylight Time APeckson




Kia Motors America

Consumer Aff4/Rs Department ,
ape 1 of 2

Last name First name VIN of 2007 SORENTO 4X2 AT Case Number  Milcage

s ] knDID73697 5| K1348542 4,200
83 |

KINGS MOUNTAIN, N Prod. Date:  12/16/06 Dealer: NCO52  Kia of Gastonia

Case History Complaim Rend TR sccictance

¥+ PHONE LOG 08/16/2007 10:29 AM US Mountain Standard Time UValencia
calter states

1.- the place that | bought my kia

2.~ suggested that | call you with my problem

3.- my AIR light will come on and off. on the PASSenger side. and for what [ understand when the  light is on. the

AIRbag will not deployed

4.- chad Fraisier is the sve advisor, who recommend it to call you to register the complaint

5.- even when we bought il, and we were testing the car the hght came on, and it when out shostly
0.- when we went home. the light was on at ail the time

7.- the Lights somc times stays on, on July 20th, he said thal they were aware of it

8.- and he said that the manufacture was aware of it

9.- we went on a 300 miles trip and the light stayed on all the time

10.- called and enter tech line case for A]Rbag issue and advise cst

.- we already when 1o that, and they can't lix the vehicle

12.- the only thing that 1 want 15 10 register the complaint

E3.- Fdon't want 10 go again. and be 1old the same thing

14.- we will deal with the dealer they are very nice

t5.- the only thing i want is 1o register the complaint

wri slates

1. Apologized

2.- wit advised cst to make an appointment a1 NC052. 1o have vehicle inspected and diagnose
3.- wrt advised cst that the manufacture will provide ail available resources 1o NC052 1o fix the issue
4.- wrt advised cst that wrl was concern about getting vehicle fix

5.- wit advised that wrt will log the complaint. but the priority was to have vehicte fix
caller states

| .- we already know that there is no current fix

2.- and we will work with NC052.

3.- 1 just want to register the complaim

wirl stakes

F-watadvsed ostthat cemplami wid] be oy

2.- w1 advised that concern need it 1o be addressed

Jo-estjust want i to regisicr the complaim

.- wrs provided casedf sl contaet tnformation

5.- cst thanked wrt for information

kndid 730075 ||

**E PHONE LOG 08/17/2007 12:44 PM US Mountain Standard Time UValencia Action Type:Qutgeing call
wrt ealled sve mar at NCOS2 Chad who states

P-the PASScnge AIR bag hght is nol anmed

2-atall times.

G- we have imvolved Feeh lines wsd we Kiow than they ire working on a fix for the concern
4o wewiltb cadl estas soon as indo becomes available

wi1 thanked caller lor information

kuE CASE CLOSE §8/17/2007 12:44 PM LS Mountain Standard Time UValencia

5 CASE CLOSE 10 03,2007 03:29 PM Pacilic Daylight Time ELau
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KINGS MOUNTAIN, NC [ Prod Date: 12/16/06__ Dealer: NC052 _Kia of Gastonia

Tread Review Completed
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I K1339205 0

Columbus, G_ Prod. Date: Dealer:

Case History Complaint Warranty

*** NOTES 07/26/2007 12:34 PM clarify Action Type: Manager review
*** Performed by contact:

I have a new 2007 Kia Sorento. It has less than 1300 miles on it. We noticed a problem with the passenger air bag indicator.
1 am a adult and sometimes when 1 would sit in the passenger seat the air bad indicator would still say it was 'off. This
didn't happen all the time, but frequently. § took it into the dealership this morning and he explained that it was a known
issue. We also had a problem with the air conditioning that they could not diagnosis. Again the AC problem is hit or miss.
My complaint is that { was told until the air bag indicator screws up with the technician sitting in the car, they can not
replace the seat cushion. This is crazy. P'd like for you to explain 1o me, how we are 1o correct this problem. 1 was totd that
if the light stays [it saying the airbag was off, that it really was off. 1 feel sorry for you that God forbid we have an accident
and the air bag does not work, but you knew there was a problem with 11, but couldn't replace it until you 'caught’ it
happening. Po you realize the problem could happen this afternoon and 1 could drive 1o the dealership only to have it work
when | get there. What is it going to take to get you to correct a 'KINOWN ISSUE'? a death? We have enjoyed our Sorento
so far, it is only our traveling car and has driven well. This is my first service call.... well it does only have 1300 miles on
it...s0 that's no real accomplishment. My understanding is that the service deparment can NOT fix this until they MAKE it
happen, which could be never.. it's as bad as the lottery. I'm disappointed and upset. We are traveling this weekend and I'm
afraid that the air bag will not work at least one of the times | get in the car. I HOPE you can help me resolve this issue.

1 live in Columbus, Georgia and the dealership is Kia Autosports on Box Drive.

I do not have my VIN number with me, so [ did not enter it.

*** PHONE LOG 07/27/2007 07:57 AM US Mountain Standard Time DLyons Action Type:Outgoing call
Writer catied customer: no answer no machine.

*** PHONE LOG 08/02/2007 09:40 AM US Mountain Standard Time DLyons Action Type:Qutgoing call
Writer catled customer: no answer no machine,

#*#+ PHONE LOG 08/03/2007 08:56 AM US Mountain Standard Time DLyons Action Type:Outgoing calt
Writer called customer: no answer no machine.

*¥** NOTES 08/03/2007 08:56 AM US Mountain Standard Time DLyons Action Type:Manager review
call me letter sent,

*+* CASE CLOSE 08/03/2007 09:01 AM US Mountain Standard Time DLyons

*** CASE CLOSE 10/03/2007 10:01 AM Pacific Daylight Time ELau
Tread Review Completed
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N knpic736775 K1527682 9,654
North Tazewell, VAN Prod. Date:  12/4/06 Dealer WV013  Cole Kia
Case History Complaint g AR accicrancn
*** PHONE LOG 12/01/2008 ¢5:49 PM US Mountain Standard Thne ATorres Action Type:Incoming call
Cst states:

1. I'm calling about a repA]R that is a safety issue.
2. My concern is the veh is dog walking.
3. The veh 4 wheel drive will engage and the veh will take off.

4. Thook the veh into the dirshp on Sept 171h for this and because PASScngcrAIR bag light was not working when my wife
or Fwould sit in the PASSenger seat.

5. 1know if we were ever in a accident the ATR bag would not go off.

7. On Sept 26 went back to the dirshp tor same issue and dir had order part tor the AIR bag and the dog walking issue. This was
the 2nd time.
§. In Oct 21 1 called the dirshp because | hadn't heard from them.

9. DIr had the part for that AIR vack.

10. T went in today for the dirshp 1o install the AIR bag part to take care of the issue. This is the 4th time.

11. DIr still has not corrected issue with the dog walking.

12. 1 will be going in again for that problem. That will be the 5th time.

13. When 1 left the dlrshp 1 asked who was the big bess I should be speaking to about this and they told me it was Raiph Vines.
14. T had to call vou anrd let you know what kind of dlrshp this is.

15. My wife s afraid of the veh and 1 have a 7 yr old child.

16. Once the veh is repAchd I'm plan 1o sale i1

17. In the past with other vch Fyve owned [ normally go in twice to the dirshp and they fix the problem for me.

18. This dlvshp has poor srv then any ather dirshp I've been 100.

19. My time has been wasted.

2010 Hdidnt follow up with the diyshp. they wouldn't have called us.

21. Fjust wanted to let you know is this the kind ol dirshp you want 10 represent Kia.

22. They are not giving Kia a good nmne,

23. I got this veh for the salety reasens. H's not safe.

S Bdont know for 10074 that thie sl wistl be ;L'p,"‘ IR vorrectly,

5. Inthe pasted I've had weh unplug the wise tor the light and say they have Nxed it and they didn’t the problem was siill there.

Wri states:
1. Updated. no vecalls. Apolgozied.
2. Do you know what pait dlr ordered Yor dog walking concern”

Cst s1ates:
1. No.

Wit states:

1. Will follow up with dhrshp on part.

2. Onee have more nlo will call est back.
3. Provided Hie number and wrt ext.

Csi states:

1. Thank you.

#EE PHONE LOG 12/02:2008 05:45 PM US Mountain Standard Time ATorres Action Type:Cuigoing cull
Wit catled Cole Kial left VM message Tor srv mgr ta catl back.
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*** PHONE LOG 12/03/2008 01:33 PM US Meuntain Standard Time ATorres Action Type:Qutgoing call
Wrt called Cole Kia, spoke to Kendra in srv left Message for srv mgr o call back.

*** PHONE 1.OG 12/04/2008 02:34 PM US Mountain Siandard Time ATorres Action Type:Dutgoing call
Wil called Cole Kia, spoke 10 Kendra in srv and stated:
1. Adv wouid Hike to speak 10 SM.

Kendra states:
1. Fransferring you to Nissan because he is there.

Wrt spoke to tom srv mgr and stated:
1. Adv of reason for call.

Tom states:

1. I've been out of the office for 2 week, in another dept.

2. Tremember customer came in and was demanding a veh te drive well that part was being ordered.

3. The advisor called DPSM Ryan.

- DPSM did give advisor approval for rental veh. )

5. The customer has air appt on 11/11/08 for a TSB that The DSM and 10ld us to do before ordering any thing.
6. We will re flash the computer and that may ta care of it. No parts have been ordered.

N

7. st will be given a veh to used well we are doing the repA]Rs,

*# PHONE 1LOG 12/04/2008 04:18 PM US Mountain Standard Time ATorres Action Type:Quigoing call
Wrt called cst and stated:
I. Requested to speak 10 vy R

Ms- wiie stares:

I Y oecan bk e me.

Wri states:

1. Adv called dirshy and they have not ordered any parts for dog waltking concern.
2. Dr will be re programing compuier on the veh due 1o a 1SB,

3o bknve appt a the divshp on the b,

A4 DIy will be providing a veh 1o used while they do the repA IR..

Cst states:

. Lasked the dirshp it they had a recail on this issue. They told me No.

2. 1t's been 4 times that we have gone into the dlrshp for this issue. Why didn't thev know ahout the TSB then.
3. When did the TSB come out?

Wt states:

1. Not sure,

2. P'm suwre the Kia rep wld themt about the TSB when the asked about the rental veh.
3. H you have any question or would like wrt 10 follow up on yous appt. Catl wit back.

U1 staies:
b Thank vour.
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Last _name First_name VIN of 2007 SORENTO EX 4X4 Case Number  Mileage
I I kNDiC736775 R KI1527682 9,654
North Tazewell. VA- Prod. Date:  12/4/06 Dealer: WV013  Cole Kia

*** CASE CLOSE 12/04/2008 04:19 PM US Mountain Standard Time ATorres

*** PHONE LOG 12/05/2008 12:01 PM US Mountain Standard Time RBriones Action Type:Incoming call
Mrs [ stated:
Have been trying to get this problem resolved with the vehicle.
Spoke with Anna vesterday and she advised me of this TSB,
Would like to know how long that has been out..
Seems the dealer sve dept should have known about that.

.h.le\):—-

Writer Stated:

Apologized Tor prob.

Show that sve dept has been in contact with our factory techs since mid October,
They have been doing what they should to try and resolve this for customer.

We don't see the sve bulletins, so can not advise when it was issued.

Sve dept might be able to advise on that.

Mrs-slaled:

1 Just frustrating how long | have been trying (o get this resovied.
2. We have an appt with them next week.
3 Everytime we have had to call the dealer, they don't call us,

o —

Writer Stated:
b, Apologized tor prob.
2. Hopetully TSB will resolve problem.

FEECASE CLOSE 120872008 12:00 PM U'S Mauniain Siandard Thme RB3riones

cueerns neked.

*** NOTES 12/23/2008 08:24 AM Pacific Daylight Time KWarren Action Type:Correspondence rec.

NCA received letter from costomier

b, Cust siates same concerns as above,

2. Custstates presently doing without a Tamily vehicle sinee Kia will net pay for a rental equivalent 10 purchased vehicle (all
wheel/d wheel drive): here is your centitied natification.

Dispatching to the Cabl Center for customer contact.

* PRHEONE LOG 12242008 10:48 AM US Mountin Standard Time ATorres Action Type:Owgoing eall
Wit called est kel VM message 1o call back.

FEFPHONE LOG 12 26 2008 U8:55 AM U'S Mouniain S1andard Time ATorres Action Fype:Quigoing call
Wt called Cole Riw Jein VA message 1on 330 o can back.

% PHONE LOG 12.30.2008 12:00 PM US Moumain Standard Time A Torres Action Type:Incoming call

| 0L NS B W X N B -~ -
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I. Returning your call.

2. Call me back al_

*** PHONE LOG 12/30/2008 12:07 PM US Mountain Standard Time ATarres Action Type:Outgoing call
Wrt called Cole Kia, spoke to Kendra in srv states;
E. Requested tor SM.

Kendra
I. His down a1 Nissan let me transfer you.

Wrt spoke to Tom SM and stated:
1. Know we worked on veh. Owner son took veh back home aboul 35 miles and said everything was line.
2. I'my help with Nissan store and Kendra should know more. will transfer you to her.

Wrt spoke to Kendra in srv states:
1. Adv of reason from call.

Kendra slates:

L. Was working fine. when cst son left with the veh.

2. I'have nol heard back from the customer afier the TSB was done.
3. I heard the veh was running fine from her son.

Wrt srates:
l. Ok.
2. Will advise estif still having issue 10 bring the veh back 1o the dirshp.

¥ PHONE LUG 12/30/2008 12:08 PM US Mountain Standard Time Alorres Action | ype:Quigoing call
Wit called ext deft VM message to eall back.

2 PHONE LOG 12/31/2008 11:13 AM US Mountain Standard Time ATorres Action Type:Quigeoing call
Wit ealled est and staled:
1. Responding w letter.

Cstostates:

t. Had lots of snow and haven't drove veh.

2. Tealked divshp sesterday. spoke te Lee Cole said to bring back veh in.

3. Mhe wehis kicking in AW,

4. I's going to be based on my husband schedule.

3. need a veh o use with 4WD because of the snow,

6. Laxttime when Enterprize picked us up they wanted 1o give us a small 4 douor, DIr said they were going 1o gave us a0 AWD veh
oMy hosbond was o the process wespeaking el yer abuout the fenron s yor.,

8. The next time Enterprise gave us another veh. which was a Kia Rondo which didn't have 4WD and we didn'l know that,
9. We need a veh with 4WD.

10. What I'm suppose 1o do. 1 need a veh to drive around in.
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North Tazewell, VA Prod. Date: 12/4/06 Dealer: WVOI13_ Cole Kia

11. We have been disappointed with Kia.

12. We have bought a Toyota from Cole Kia. That veh has no problems.

13, Cele Kia dleshp provides bad customer srv.

14, These whole process the dlrshp never calls us back. 1've always have o call them every time for them to do anything.

15, Were having bad weather tonight. we are probably nol going any where. )

16. We are planning to take it back but they need to give us a 4WD veh, Our driveway is 1/2 mile from the road.

17. My husband is talking to a lawyer about the lemon Jaw and she has told us to wait and see what going to happen.

18. Have a 7 yr son and need a veh to us, My husband is off on Friday but it will depend if the dlrshp witt give us a veh to use.
19. I'm disappointed about the cuslomer service from the Cole Kia.

20. That's nice il the dlyshp is trying to help me with a veh. We have an ext warr.

Wit states:
1. Apologized.

2. Adv warranty provides for the rcpAlR of the veh.
3. Kia does not have a provision for rentals.
4. Would like to cst to call back wrt went going back to the dlishp.

5. Wrt will follow up on the repAIRs.

Cst states:
1. Ok.
2. 1 have your contact info.

*4ENOTES 12/31/2008 11:14 AM US Moumain Standard Time ATorres Action Type:Manager review
Closing case pending csi call back.

¥=* CASE CLOSE 12/3172008 11: 14 AM US Mountain Standard Time ATorres

¥EECASE CLOSE 01162809 02:539 PM Pacific Davlicht Time KWarren
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kndid 736675 K1634698 30,000

Charleston, SC - Prod. Date:  10/10/06 Dealer: SC019 - Kia Country

Case_History

Con]pla”“ ppn/‘ ,p Accivtance

* K NI /24/2000 08:57 AM US Mountain Standard Time HReynolds
Stated:

PASSenger side A]Rbag light doesn't activate all the time
Kia dealer said that we are not sitting correctly
have two other vehicles from Tovota

never had problem with AIRbag light
daughter drives this car

she hutls a lots of friends in her car
very concern about the satety

dealer told me to call you

e e

Writer stated:

updated/no open recall

apology for situation

advised, will research to sec what can be done
provided ref#.  contactd

will follow up with customer

o

*** PHONE LOG 08/25/2009 07:55 AM US Mowntain Standard Time HReynolds Action Type:Guigoing call
Writer stated:

i.  spoketo John - SVCA a Kia Country

John Stated:

b, T'm just work here for part time

2. SVUM- Mitch Jones is on vaeation.  won't be back 1ilt Monday
3. don't know much about this customer
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Last napie First name VIN of 2008 SORENTO 1LX 4X2 Case Numbher  Mileage
I ] KNDID735385 | KI600232 10,000
Clarksburg, MDD t Prod. Date:  9/11/07 Dealer: MD023  Bill Baisey Kia
CHSQ Histo_l‘_)_ Comp'ain[ Rend ’R Accicianrs

*#* PHONE LOG 06/15/2009 06:51 AM US Mountain Standard Time Klohnson
Customer, Mr . statec:

I - We've had the veh 1 to Bill Baisey 6x for bucking and hesitation while accelerating
2 - They've replaced the torque converier, a computer. done several adjustments

3 - We're very happy w/ the veh, but we're tred of 1aking it in all the time

4 - T have a 17-ycar-old child that ] won't let drive the veh because of this problem
3 - Bill Baiscy has been very nice. but we need Kia 1o fix this onece and for all

6 - The car 1s there now

7 - 1have altermate transportation, bui | had to fight for it

8 - The best nhumber to use is my wifc's work number:

9 - ler cellphone is

10 - I work in NI

Writer stated:

I - Apologized

2 - Will forward to region and someone should contact you w/in 3 business days
3 - This will allow Kia te involve kia resources as quickly as possible

4 - provided contact information

Customer stated:
1 - Thank you

Called dbr and Debbie stated:
I« Andy out until Wednesday

2 - no ane else can give you rep AR history
3 - will ask him 1o call you

Called DPSM Robert Joyee and stated:

b - Am waiting for OB from Andy for repA IR history. but veh down now and needs additional technieal support

Rebert stated:
[ - Andy onvacabion today ot training lomorrow
2 - OK 1o dispalch today i he doesn't get back 1o vou

#EENOTES 067152000 11:04 AM US Mauntain Standard Time Klohnson Action Type:Manager review
Writer dispatching w Eaxtern Region
{2) lor technical assistance
(L) tor carky imervention
o) w contaet customer at 301-431-4774 (work) or at 919-971-1300 (cell)
Because
1 - 2008 Sorento, 10K, orig owner
2 - Repeat complainis for hesittion and bucking
3 - Complere serviee history mal availahle intil Wee. bui veh at divshp a1 this time
4 - DPSM advises dispaich now

*HEPHONE LOG 06/17/2009 11:24 AM Eastern Davtight Time EDicinti Action Type:Outgoing call
Writer called customer on work ph¥




Kia Motors America
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage

e kNDID735335 IR K 1600232 10,000

Clarksburg. MD- Prod. Date:  9/11/07 Dealer: MD0O23  Bill Baisey Kia

I

Ever since we bought vehicle. we've had this bucking problem

I think it's refated to the transmission

f've taken it in at least 5x's

They can't seem 1o diagnose it, and now they've contacted manufacturer

I need this resolved one way or another.

1 can't keep 1aking time oft of work for temporary fixes that work for only 2 weeks
1 brought car in friday. and it is still therc.

They haven't told me anything yet.

I am in a rental vehicle.

10. My car payment is $330.

11, Another problem I had early on was with the PASSengerAIR bag light.
12. 1 got the recall notice, and this is being fixed now too.

13, 'T'he 3rd problem is that when | buckle seat belt. it makes a rubbing/grinding noise.
14, They tell me that they can hear it but they dismiss it

R

e

Writer said: -

1. Pmsorry for the problems you're having with your vehicle.

2. Iseethat MDO023 contacted our Technical Assistance line.

3. There is an update this morning where they suggest to get DPSM approval to replace the tansmission.

£

I'will need to speak with MDO023 and the DPSM for more info.

Once we get this fixed. I'd like to oftfer you some compensation as goodwiil,
We could offer you | car payment because of vour inconveniences.

We can discuss this further once we get the vehicle fixed for vou.

1 will make sure that these other 2 issues are looked into as well.

I will call you back on this ph# when | have an update.

L w s

FEEPHONE LOG 067182009 10:38 PM Lastern Daviight Time EDicing Action Type:Ougoing call
I approved transmission

Techiine said - no manual reset on this vet

MDO23 drove car 40 miles

Learns only the way vou drive righe. shift points, acceleration

*#= PHONFE LOG 06/19/2000 09:19 AM Eastern Davlieln Time EDicinti Action Type:Ourgoing call
Writer spoke with DPSM on 618, who stated:

L approved sransmission

Techline called this morning (6/18) and said they've reviewed the records. and the manual reses was never done.
They sugugested daing this first.

M2 then drove the car 40 miles. and there was ne problem

BN

By doing this. the transmission seli=learns - the way vou drive. your shill peints. aceeleration. etc.
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage

] N KNDID735385 [ K1600232 10,000
Clarksburg, v I Prod. Date:  9/11/07 Dealer: MD023  Bill Baisey Kia

*** PHONE LOG 06/20/2009 10:08 AM Eastern Daylight Time EDicinti Action Type:Outgoing call
Writer called customer at ﬁand left v requesting call back

¥ PHONE LOG 06/22/2009 02:07 PM Eastern Daylight Time EDicinti Action Type:Outgoing call
Writer called service manager Andy at MDO023

Wrtter said:

1. Could vou give me the status of this vehicle?
2. Thanks for the info.

Andy said:

1. The customer picked it up on Saturday. 6/20,

2. We did a manual reprogram of the module.

*** PHONE LOG 06/22/2009 02:09 PM Eastern Daylight Time EDicinti Action Type:Outgoing calt

Writer called customer al_and left message stating:

1. I'm calling to follow up on your vehicle.
2. Please call me back 1o discuss vour case,

o PHONE LOG €06/23/2009 EO:illS AM Eastern Daylight Time EDicinti Action Type:incoming call

Received vm from sting:

1. You left a message for my wife.

2. Please cail her back on her cell#

3. Orcall me at work#

4. Fhave some questions abow what was dene and not done 10 my vehicle,

3 Thanks

FEEPIONDE LOG 062372000 0 asiern Daylight Time EDicinti Action Type:Outgoing call

Writer called|

M. -S;lidi

. Have you talked 1o my wite this morning?

2. She has some concerns about the vehicle.

3. ltwould probably be better if vou tatk to her.
4. ¥ have her call yvou later today.

5 Thanks for calling hack

*#* PHONE LOG 66/23/2009 03:21 PM Eastern Daylight Time EDicinti Action Typeincoming ealt
Received call back tfrom customer



Kia Motors America
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Last name

First name VIN of 2008 SORENTO LX 4X2 Case Number  Mileape
[ ] knDID735385 N K 1600232 10,000

Clarksburg, MD- Prod. Date:  9/11/07 Dealer: MD023  Bill Baisey Kia

Mrs. |G s2i4:

We got the vehicle back on Saturday.
I'm concerned that they didn't fix the vehicle.

The repAlR for the jumping was done already. so I'm not confident at ali.

They did the recall for the OCS. but since then the light has come on while driving 6x's.
They tell me to pull over and tum the car off and on again.

I can't do that cvery time. espeeially iIf I'm on the highway.

Plus, there's a noise coming from the seat belt that they didn't address.

I just want the vehicle fixed. '

| have s'epAIR orders from 12/12/08. 1/29/09, 4/3/09, and &/ 2/09.

0. 1 will email them 16 vou.

=P EHNSN R W

Writer said:

1. I'm sorry that you continue 1o have these problems.

2. Please email the RO's to me. and 1 will review vour case further,

3. I'd like 10 have the FTR inspect the vehicle,

4. We would be Jooking at the 2nd or 3rd week in July for an appointment.
5. 1 will call you back afler T review the records.

6. Thank you.

*EEPHONE LOG 06/23/2009 02:13 PM US Mountaia Standard Time KJohnson Action Type:Incoming call
e 1180 am and 1:12 pmon 6722 customer left VM requesting CB @ 919-971-1030

FEEPLHONE TOGOG237000 0110 PN US Maowenaon Stwndard Thime FKiohnson Action Trapedneoming eall
Custoimet sialed:

1 - Veh is bucking and PASSenger A]Rb'tg does not activate when customer siiting i seat and grinding when dr seatbeh
recoils
2 - all these are safety concerns

3 - notes suy recall 076 was done. bul OCS s will nat wuorking

Writer stated:

1 - Eric is contact

2 - tooks like he is trying to sct up meeting w/ TR
3 - will document concemns for Fric

TR NGOTES 06:25/2009 01:13 PV Eastern Danlight Time EDicinai Action Type:Manager review

Waiting on rcp/-l IR orders trom customer

FEEPHONE LOG 00, 20, 2000 0228 P Lastam iy bght B EDiemt Acuen Type:Uutgomy call
Writer called customer at 301-451-2774 and left vm requesting caltback.

skl DIFVARNIT | A ATMAAAAN AN NN L L TN T T L ITIN T A aT el TFen oS e e e e
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
e KNDID 735385 HNG_ K 1600232 10,000
Clarksburg. MD [ Prod. Date; _9/11/07 Dealer: MD023_ Bill Baisey Kia

**4 NOTES 07/06/2009 02:50 PM Pacific Daylight Time MHillegas Action Type:Manager review
TREAD REVIEW COMPLETE.

#*% PHONE LOG 07/07/2009 11:27 AM Eastern Daylight Time EDicinti Action Type:Quigoing call
Wiiter called [ TGN - O o/ v requesting callback

*** NOTES 07/08/2009 12:40 PM Pacific Daytight Time Thomas Action Type:Manager review
Tread Report Completed

*#2* NOTES 07/14/2009 03:07 PM Eastern Daylight Time EDicinti Action Type:Manages review
Scveral attempts to contact customer and no response.  Sending "call me” letter.

Closing case pending further contact from customer

*** CASE CLOSE 07/14/2009 03:08 PM [astern Daylight Time EDicinti

o PHONE LOG 0772772009 05:29 AM US Mountain Standard Time Rilall Action Type:lrcoming call

v [ oo

I L have been trying to get ahold of Eric Dicinti for days now

2 1 seni him the information he was requesting by email twice on 7/8/09

3 I'have not heard anything back from kim! [ need some help ASAP

4 We have two major safety concerns and they need to be resolved now!

S please have Frie Dicini call me hack ASAP at my wife's nFﬁce_ or cald my ofMce 2nd _

wrt siated
1 apologized
2 Lzric is in Regranal otfice. wit will forward case back (o Regtonal office tor turther cantact

FENOTES 07272000 05:30 AM US Mountain Standard Time RHalt Action | ype:Manager review

Forward to Region for handling and review

I Customer was working witly Eric Dicint and he has not been able 1o get ahold of Eric and wanis calt back asap

2 Cutomer stales they have two major salety issues and want resolition ASAP

3 Pleuse assint determination and contact customer with resulls wife's u[‘ﬁcc— or v -ul'ﬁcc
I

2nd

FELORWARD U7 27 2009 10018 AM Pacific Davlight Time MPieiier
Analyst out today.

*=®PHONIE 1.OG 07/28/2009 92:£5 PM Eastern Daylight Time EDicinti Action Tvpe:Quigoing call
Wiiter called Muis. _:md said:

b lreceived your voicemails.
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileape

I knDID73538s K1600232 10,000

Clarksburg, MD | ] Prod. Date:  ¥/11/07 Dealer: MDO23  Bill Baisey Kia

I'was out of the office yesterday, and I'n sorry For not gelting back to you sooner.

| received your fax from yesterday and reviewed your I'EpAIR orders.
What are  your current problems?

I'would like to schedule an appointment with our FTR.
His first availability is on Wed. 8/12.  Is that ok with you?

PN

Customer said:

1. I'm still having prablems with the bucking/jerking when accelerating,

Also, the recall was done for the OCS out I'm still baving problems with that.
Finally. there is a grinding noise from the driver's side seat belt.

I think this is a safety concern.

The dealer just disregards what we complain of.

Thank you for catling.

ST LNV Y

*** PHONE LOG 07/29/2009 02:10 PM Eastern Daylight Time EDicinti Action Type:Incoming call
Received call back from customer, who requested to have FTR appointment at MDO32, instead of MD023.

Writer informed FTR and District 5 & 11 DPSM's
FTR appointment contirmed for Wed. 8/12 ar MD032.

*** NOTES 07/31/2009 11:53 AM Eastern Davlight Time EDicinti Action Type:E-mail sent
Writer prepared otfer letter and cmailed te Ms. Wallace.

FEENOTES 0 31 2000 1134 AN Fiaern Daviieht Time PDicine Action Typesvunager revien
Disregard previous note.

*** PHONE LOG 08/10/2009 08:58 AM Eastern Daylight Time EDicinti Action Type:Quegoing call
Writer called Allen at MDUIZ 10 advise of FTR appton Wed. 811 DPSM Luitke Kim was alse advised.

TEENOTES 08/14/2009 02:50 PM Eastern Davlight Time EDicinti Action Type:E-mail rec.
Received report lrom IR and attached 1o case.
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage

| KNDID736375 | R KI1411730 6,364

CARROLLTON. GAEEGEGEN Prod. Date:  10/23/06 Dealer: GAO47  Kia at Arbor Place Mall
Case History Complainl PP:\A Ip Accictance

*+* PHONE LOG 02/07/2008 02:18 PM US Mountain Standard Time Skarez Action Type:Incoming call
COMPUTER ERROR. ON ORIGINAL CALL.

CUSTOMER STATES.

1.1 AM HAVING A PROBLEM WITH THE CAR.

2. THE AR BAG LIGH! FOR THE PASSENGER SIDE NFVER GOES OFF TO INDICATE THE AIR BAG 15
ACTIVE.

3. [T USED T0O GO ON AND OFF DEPENDING ON WHO SAT ON THE SEAT BUT NOW IT JUST STAYS ON.

4. WE ARE FRUSTRATED BECAUSE THE CAR IS SO NEW AND WE ARE ALWAYS TAKING IT TO THE SHOP.
5. WE WOULD LIKE SOME ASSISTANCE IN GETTING THIS FIXED.

6. THE DEALERSHIP SAID THEY WOULD OPEN A TECH CASE AND CALL ME BACK BUT THAT HAS NOT
HAPPENED.

7.1 AMREADY TO OPEN UP A CASE WITH THE B.B.B.

WRITER STATES.
I. 1 AM SORRY THIS IS THE CASE.
2. 1AM GOING TO HAVE TO CALL THE DEALERSHIP AND THEN GO FROM THERE.

3. WE DO HAVE A REPROGRAM WE CAN DO TO THE QCS MODULE I WE INVOVLE THE RIGHT PEQPLE
HOWEVER THE SYMPTON FOR THE REPROGRAM IS THE LIGHT COMING ON AND OFF WHEN DIFFERENT
PEOPLE SIT IN THE SEAT.

4.TF YOUR LIGHT IS ALWAYS ON THEN THERE MAY BE ANOTHER PROBLEM.

5. WHAT I CAN DO IS CALL THE DEALERSHIP NOW. | DO SFE A TECH CASE BUT THIS WAS BACK IN NOV.

F PHONE LOG U207, 2008 G225 PV UGS Mountain Standard Tine SLares Acuoen Type:Outgoing call

WRITER CALLED DEALERSHIP AND SPOKE TO CARRIE  (CARRIE INDICATED THE SERVICE MGR WAS NEW
AND WOULD NOT KNOW THAT MUCH ABOUT THIS PARTICULAR SITHATION)

CARRIE STATES.

EWE HAVE A FEW OTHER SORENTOS LIKE THIS AND WE DO NEED TO TAKE CARFE OF THEM.

WRITER STATLS.

L ADVISED TO CONTACT DPSM REGARDING ANY CONCERNS THAT CANNOT BE TAKEN CARFE OF.

2 REGARDING THIS CUSTOMER. HE IS STATING THE LIGHT NEVER GOES OFF NOW. THIS 1S SOMFTHING
DIFFERENT THEN BEFORE.

S TAM GOING TO IFAVE HIM MAKE AN APPOINTMENT.

4, THERE IS AN UPGRADE THAT CAN BE DONE TO THE MODULE HOWEVER IT HAS TO GO THROUGH THE
FACTORY REP FIRST.

SPLEASE CALE ME WHEN THE CUSTOMER IS THERE.

A GAVE NAME AND EXTENSION TO CUHSTOMER

WRITER GOT BACK TO CUSTOMER

WRITER STATLES.

LESPOKE TO SERVICE AND ADVISED THEM OF THE CONCERN.

2ITOLD THEM TO CALL ME WHEN THE CAR IS THERE SO WE CAN INVOLVE ANOTHER RESOURCE IIF WE
HAVE TO

3. 5OME OF THE MODULES CAN BE REPROGRAMMED HOWEVER TIHS IS A SITUATION WHERE THE LIGHT
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] ] kNDID73637S KI411730 6,364
carroLLTON, GA NN Prod. Daie: _ 10/23/06 Dealer: GA047__Kia at Arbor Place Mall

15 NOT GOING OFF SO THERE MAY BE SOMETHING ELSE GOING ON,
4. CALL CARRIE FOR AN APPOINTMENT. GAVE CUSTOMER MY NAMFE AND EXTENSION.

CUSTOMER STATES.
1. THANK YOU. 1 WILL GIVE KiA ANOTHER CHANCE 1 WANT THIS FIXED.

-~

*** PHONL LOG 02/07/2008 02:38 PM US Mounlain Standard Time SLarez Action Type:Incoming call
WRITER CALLED MATT MEYERS AND ADVISED OF CASE.

1. CUSTOMER CONCERNS ABOUT THE PASSENGER sIDE ATR BAB

2.1 SPOKE TO CARRIE AT THE DEALERSHIP AND SHE SAID SHE HAD A FEW OTHER ONES AND [ WANTED TO
LET YOU KNOW BECAUSE | AM NOT SURE IF SHE KNEW OF OTHER WAYS TO GET ASSISTANCE OTHER THEN
THE TECH LINE.

3. THIS CUSTOMER IS GOING TO GO BACK TO THE DEALERSHIP AND CALL ME WHEN THE CAR IS THERE
REGARDING THIS CONCERN.

MATT STATES.
1. WHAT 1S YOUR UNDERSTANDING OF THIS AJR BAG CONCERN.

WRITER STATES.

1. VUNDERSTAND THERE IS A TOGL THAT WILL REPROGRAM THE MODULE AND HAS WORKED IN CERTAIN
SITUATIONS.

2. IS THAT NOT THE CASE.

MATT STATES.
I.NO. | HAVE HEARD THAT. 1 WAS JUST WONDERING WHAT YOUR PERCEPTION WAS ON THAT.
2. THANK YOU FOR THE INFORMATION,

FEENOQTES 02:07°2008 02:57 PMUS Mounmin Standard Time Sarez Action Type:Manager review
COMMITMENT SET TO CALL CUSTOMER ON 21206 TO FIND OU'T IF APPOINTMENT WAS MADE.

R CASE CLOSE 02/072008 02:537 PM US Mountain Standard Time SiLarez

= PHONE LOG 04022008 04:27 AM US Mountain Standiwd Time Slaver Action Fype:incoming call

CARRIE FROM DEALERSII CALLLD IN  (SERVICE ADVISOR)

CARRIE STATLES.

L. THE CAR IS HERE NOW. WITHAVE NOT CHECKED HER IN BUT FHAD A NOTE TO CALL YOU WHEN THE CAR
WAS HERI.

2WE DUPLICA TED HIS CONCERNS TWICE JHE LAST HME HE WAS HLERE.

WRITLR STATES.
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I e kNDID736375 N K1411730 6,364
CARROLLTON. GA Gz Prod. Date:  10/23/06 Dealer: GAG47 Kia at Arbor Place Mall

2. TWILL LET MATT KNOW THE CAR IS TIHERE.

CARRIE STATES.
t. 1 WILL GET THE CAR IN HERE AND CALL HIM AS WELL ONCE THE DIAGNOSES 1S MADE.

*** PHONE LOG 04/02/2008 04:31 AM US Mountain Standard Time SLarez Action Type:lcoming call
WRITER CALLED MATT M. AND ADVISED.

1. THE CAR 1S AT THE DEALERSHIP NOW. CARRIE ADVISED SHE WOULD CALL YOU WHEN THE IIAGNOSES
WAS MADE.

2.THEY HAVE DUPLICATED THE CONCERNS TWICE WITH REGARDS 10 THE PASSENGER SIDE ATR BAG.
3. THE CUSTOMER 18 LOOKING FOR ASSISTANCE FROM THE MANUFACTURER.
4. IF YOU NEED TO CALL ME BACK MY EXT. IS 54208

*** PHONE 1.OG 04/03/2008 11:11 AM US Mountain Standard Time SLarez Action Type:Incoming call

WRITER CALLED CARRIE IN SERVICE

CARRIE STATES.

{. MATT M STATED WE SHOULD BE GETTING IT YESTERDAY AND THE SERVICE MGR TOLD ME TODAY WE
SHOULD BE GETTING IT TOMORROW,

2 ASSOONASIGETITEWILL CALL HIM TO GET THE CAR IN.

FEEPHIONE LOG 04/03/2008 1114 AM US Mountain Standard Time Sarez Action Twpe:thugoing call
WRITER CALLED CUSTOMER BACK AND LEFT MESSAGE

WRITER STATES.

FASPORE TO CARRIE AND THEY WILL BE GETTING THE MODULE $OON.

SOTHIENY SAID TIRY WHLE CATE YOU CTWHE SITTER A COMMIPAENT 10 0L ) YOU ONd T os
SO YOU MEED O CALE ML BEFORE THEN YOU MAY

CUSTOMER STATES.
L THANK YOUL

FEENOTES 040372008 11:35 AM US Mouwntain Standard Time SLarez Action Typervanager review
WRITER LEFT MESSAGE FOR CUSTOMER. CUSTOMER DID NOT STATE THANK YOU WRITERS ERROR,

FEECASE CLOSE 0470372008 11316 AM US Mountain Standard Tine Slarez

R A I B T e O Y L T P SO SR SR T T, '
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Rose Hill. KSR Prod. Date:  4/12/07 Dealer: TNG3?  Rusty Wallace Kia
Case History Complaint . A FTR Accicrancn

*** NOTES 08/18/2008 06:35 AM _ clarify Action Type: Manager review
4% Performed by comtact: [N

Since purchase, the PASScngcr scat AIRbag sensor on our 2007 Sorento has been intermittently failing. Two different dealers
have clatmed that is may not be a problem covered by waitanty. However, | have found other accounts of this exact same problem
with the same model on various web sites. [s there a recall regarding ihis problem? H not. there definitely should be. as this is a

very serious safety problem. We purchased this vehicle because of the amount oi‘A]Rbag protection - but with this sensor

erroneously tuming off the PASSenger side Aleag. it is significantty more dangercus.

My wile is the primary driver of this vehicle (uflen with PASScngtrs in the front seat) and we need b to be safe and reliable. Jt
has done this since the day we purchased it. so it is definitety a problem that shouid be covered vnder warranty or recall.

Pleasc contact me via email at [ - yo.; carliest convenience,

Thank you,

*** PHONE LOG 08/19/2008 10:42 AM US Moumain Standard Time HReynolds Action Type:OQuigoing call
Writer stated:

1. left vm for customer 1o eall writer back

2. following up with web concern

3. lelt casetl, contact#

#5% PHONE LOG 08/20/2008 11:03 AM US Mountain Standard Time HReynolds Aclion Type:Outgoing call
Witler stated:

left vm for cusiomer

following wprowith web concern

please call this oflice back

telt case.  conact?

o Ll fa —

R CASE CLOSE 082002608 11:11 AM US Moumain Standard Time HReviolds
closed. pending costomer call back

EPHONE 1LOG 08/21/2008 05:12 AM US Mountain Standaid Time ERuiz Action Twpe:lncoming call
#HEECALLER STATED®**

Lo WE'VE BEEN HAVING A PROBLEM W/ THE ATR BAG LIGHT COMING ON,

20 WEUSEDRTO TAKE IT TO ANOTHER DEALFR. BUT WE SINCE MOVED TO A NEW RESIDENCT

30OMY WIFE TOOK FETO TNO32 AND SHE WAS TOLD THAT THIS MAY NOYI BE COVER 1INDER WARRANTY
4. THEY SAID THAT SHE WILL HAVE TO PAY FOR THE DIAGNOSTIC OF THE VIHICLI

5. SO SHE TOOK THE CAR BACK W/ HER.

o TWOULD LIKE TO KNOW IF THIS SHOULD BE COVER U'NDER WARRANTY .

—~

FHEWRITER STATED**+
I. WRT APOLOGIZED FOR THE INCONVENIENCE.

2. WRT EXPLAINED TO THE CUSTOMER THAT THE ATR BAG MECHANISM IS COVER UNDIR THE 5/60 FOR
DEFECTS.

3. THE ONLY REASON WY THE SYSTEM WOULD NOT BE COVER IS IF THE A/ R BAG HAS BEEN TEMPER
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I KkNDID7364 75 [ K1487644 11,000
Rose Hill. XSG Prod. Date:_4/12/07 Dealer: TNO32_Rusty Wallace Kia
5. WRT ALSO ADVISED THE CUSTOMER TO CALL THE KCC BACK JUST AS SOON AS THE VEHICLE 1S BACK Al

THE SHOP.

**x CASE CLOSE 08/21/2008 05:15 AM US Mountain Standard Time ERuiz

#*% C ASE CLOSE 10/07/2008 69:32 AM US Mountain Standard Time JHirshfield
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. . KNDiD736975 K1362270 2,300
Witmington, NC | Prod. Date:_5/29706 Dealer: NC034_ Stevenson Kia
Lase }lisjgj‘)' Complaim Dpn%‘ IR Accictanre

*** PHONE LOG 09/20/2007 12:06 PM US Mountain Standard Time ELeon Action Type:Incoming call
CUSTOMER STATED:

1. THE ATR BAG LIGHT KEEPS COMING ON.

2. THE Stevenson Kia DEALER DID REPLACE THE SEAT CUSHION YESTERDAY.

3. THE AIR BAG CAME BACK ON AGAIN.
4. THE LIGHT COMES ON INTERMITTENTLY.

5. 1HAVE DIFFERENT PASSENGER WEIGHING 100 TO 200 POUNDS AND THE ATR BAG LIGHT COMES ON.
6. 1 DO NOT KNOW WHAT | SHOULD DOY

WRITER STATED:
1.. SORRY.

2. THE AIRBAG LIGHT CAN COME ON IF THE PASSENGER DOES NOT SIT CORRECTLY INTO THE SEAT.
3. HAVE YOU REVIEWED THE OWNERS MANUAL ?

CUSTOMER STATED:
1. IREAD THE OWNERS MANUAL.

2. THIS AJRBAG LIGHT WILL COME ON AT DIFFERENT TIMES AND 1DON'T THINK  THE DEALER KNOWS
WHAT IS WRONG?

WRITER STATED:

i. WRITER CAN CONTACT THE DEALER SERVICE MANAGER AND REVIEW THE CONCERN.
2. WRITER CAN CONTACT THEIR DPSM AND SEE WHAT HE RECOMMENDS,

3. WRITER CAN CALL YOU BACK NO LATER THAN FRIDAY.

CUSTOMER STATED:

1. THAT WILL BE FINE.
2.YOU HAVE MY NIEMBER.
SOTHANK YO,

*** PHONE LOG 09/21/2007 01:18 PM tJS Mountain Standard Time ELeon Action Type:Outgoing call
WRITER CONTACT Stevenson Kin .

WRITER TRANSFERRED TO SERVICLE DEPY.

WRITER RECEIVED NO ANSWER OR VM.

**#* PHONE LOG 09/24/2007 12:44 PM US Mountain Standard Time Jirshiield Aciion Type:lncoming call
caller ’

1 requesting lo speak with a supervisor

2. she really only wanm 1o get the car lixed

wir
1. Edhas attempied 10 contact sve mgr and has not heard hack vet

cust

I haditin 3X I"m'AIRhng and For sputtering

2. they OND the sputtering problem

3. she has not driven it with them because she does not have time ~-she has 1o work
4. she has atready contacted the BB regarding the Lemon 1 aw

s PP Y Y T S
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Wilmington, NC - Prod. Date:  9/29/06 Dealer: NC0O34  Sievenson Kia

cust

1. the BBB should be able to give her the advice her ol what she needs to do

2 once Kia gets an official notice from BBB, they have a certain amount of time in order 1o respond to that
3. hopefully. Ed will be able 1o get in touch with the sve mgr and the DPSM

4. he will probably send her case to our regional office for handling

cust will wait a few days to see if she hears anything

*** PHONE LOG 09/25/2007 04:51 AM US Mouniain Standard Time El.eon Action Type:Qutgoing call
WRITER CONTACT PETER SERVICE ADVISOR AT Stevenson Kia.
WRITER STATED:

I. CUSTOMER CALLING REGARDING THE ATR BAG LIGHT COMES ON WHEN SOMEONE SITS ON THE FRONT
PASSENGER SEAT WHO WEIGHS 100 TO 200 POUNDS.
2. CAN WRITER GET INFO ON THE LAST REPAIR?

PETER STATED:
I. WE REPLACED THE PASSENGER SEAT CUSHION ON 9/1%/2007.

2. THE CUSTOMER STILL COMPLAINT ON THE AR BAG LIGHT COMES ON WHEN HER 80 POUND 11 YEAR OLD
SON SITS ON THE SEAT.

3.1 SATINTHE SEAT AND A FEW SECONDS LATER THE AIR BAG LIGHT WENT OFF. AND L WEIGH 155
POLNDS,

4.1 WENT OVER THE ATR BAG SECTION IN THE OWNERS MANUAL WITH THE CUSTOMER.
S IF THE AIR BAG 1S STILL COMING ON | THE CUSTOMER HAS NOT CONTACTED US.

WRITER STATED:
I WRITER WILL CONTACT THE DPSM AND SEE WHAT HE RECOMMENDS.
2OTHANK YO,

“#% PHONE LOG 09/25:2007 04:39 AM US Mountain $Standard Time ELeon Action Fype:Owmgoiny cali

WRITER CONTACT DPSM Hasrison Baik AND LVM.

WRITLEER STATED:

. CUSTOMER STATING THAT THE AR BAG LIGHT IS STILL COMING ON WITEEN THERL IS A PASS];'NGL’R 1S
SEATED IN FRONT PASSENGER SEAT.

2.PLETER SERVICE ADVISORS SAID THEY REPLACED FHE BOTTOM SEAT CUSHION,

3. PETER SAIDY CUSTOMER 80 POUND SON SITS IN THE FRONT SEAT WIHICH TURNS ON THE A FR BAG LIGHT.

BUT WHEN PETER SAT IN THE SEAT THE AR BAG LIGHT WENT OFF AND HE WEIGEES 155 POUNDS.

4 CUSTOMER CALLED ANOTHER FOM AND TOLED M THEY €CONTACTED THE BBB AUTO LINE AND FILED
FOR THE EEMON LAW,

SOWRITER WILL TORWARD TTE CASE TO - REGION FOR HANDLING.

6. YOU CAN CALL BACK WRITER.

HENOTES 09/27/2007 05:27 AM US Mountain Standard Time ELcon Action Type:Manager review
Writer forwarding case to Region ¥or Customer contact and handling.

Customer having repeated AIR bag light concern.
DPSM has not called hack Whriter,
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Last_name First name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
I ] kNDID 73697 K1362270 2,300

Wilmington. NC— Prod. Date:  9/29/06 Dealer: NC034  Stevenson Kia

wlr states

1.spoke with Glen not svem manager

2. what can you tell me about this cust

3. ok 15 the veh in sve now

4. pls tax me over whalever cust copy of ro's for this veh
dIr stakes

1. svem John is not avail

. cust has been in a few times for PASS AIRbag lgt

. veh is not here now
. we were unable to dup on last visit
-1 will fax you what we have

B N

*** NOTES 10/01/2007 10:50 AM Eastern Daylight Time CCarrolt Action Type:Manager review
wir states

1. attempted 10 contact cust at list #

2. adv by 3rd calling wrong #

3. will send call me fetter EQ/1

**#* PHONE LOG 10/01/2007 11:00 AM Eastern Daylight Time CCarroll Action Type:Incoming cali
wir states

L. cust c/by from listed #

2. thats ok 1 just wanted you to know I've rec'd you case

3. Lam currently looking into your complaints and will t7u with once | have more information
4. 15 1he AB gt still on

5.0k . atthis pnt. §reed to contact the DPSM and dir for more info

cust states

- I'moserry atelemkter keeps calling me so 1 was not sure who was on the phone

- the Ight is no on now but it comes on and goes ofl

Clabse have the hesitaion

) I —

Avdoes nod do v all the de

. it feels klike the veh is not getiing enough gas . but it is
0. the dby was aot able (o dup

7. ok thank you for calling

L.

*FENOTES 10/03/2007 07:53 AM Pacific Davlight Time JeftSroup Action Type:Manager review
tread review complele

=% PHONE LOG 10/11/2007 09:08 AM Lastern Daylight Time CCarroll Action Type:Qutgoing call
wWir SLaes
L. Fjust wanted 10 7 with you on the concerns vour having with you vehicle

Jkthe AIR hag light on now

- ok good we need 1o be able 1o pull these codes
. you have a hesitation probleny us well

-we can took into them both

v st Tstachedube an oy,

would vou like 10 do so or should |

8. ok I will comact the dlir

9. we |5t want to gel the veh rprid

- 1

~) ot
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] H kNDID73697 SN KI1362270 2,300

Wilmington, NC- Prod. Date:  9/29/06 Dealer: NC034  Stevenson Kia

H). we can then speak about your other request of compensation
cul stales

t. the hesitation is getting worse

2. the ab light is off when someone is sitting in the seat

3. you can make the appt I dont mind

4. 1 will also need a veh to drive

5. okay thank you

*** PHONE LOG 10/11/2007 09:19 AM Eastern Daylight Time CCarroll Action Type:OQuigeing call
wir states

1. spoke with SVCM manager John (NC034)

2. I'need to schedule an appt lor the Henry veh for 10412/07

3. ok T undersiand. when would be a good time

4. Tues 10/16...g00d

5. would it be possible to have a loaner/rental avail

6. good thanks 1 will contact DPSM Harrison to let him know

dlr states John SVCM

1. let me pull up the vin

2. this is not a good time b/c | will be out Friday and Menday

3. Twould like to be here b/c this is going to be the 3rd time for this rpr
4. Tuesday the 16 would be a betier time

5. Vwill take care of 1the loaner/ rental

7. 1 will contact you once we have a diag

“=% PHONE LOG 1078172007 69:23 AM Eastern Daylight Time CCarroli Action Type:Owgoing call
wIr sLates
L. spoke with dpsm -

2 Vhave scheduled an appi Tor llw- veh i NCO34
Aoon 10 1o wi ror hestiation and PASSL‘:\;!:_;CI‘ abr Hight

4. I'mwaondering it vou would contact the dir by phone or in person 10 asst willy this rpr
5. good thank vou

dpsm Harrizon states

Lolwilt be there on 19716/07 10 make the rpr's

2. thanks

FEENOTES 1040172007 0%:24 AM Eastern Davlieht Time CCarrol! Action Type:Manager review
cust appton [0/ 16707 contact Harrison for results

FEEPHONE 1 OG 102472007 01:36 PM Eastern Daylight Thoe YEpps Action Type:Outgoing call
Writer called John (SM) at NCG34. and he was not available.

Writer spoke o Peter {SA) who stated:
Lorep wus here

2. reflashed the seat.

3 COND the hesitntion.

4. have not heard back from the customer.
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5. will fax the 1'cpAIR order.

*** PHONE 1.OG 10/26/2007 09:59 AM Eastern Daylight Time YEpps Action Type:Qutgoing call
Writer called Brian at NC034 who stated that he will fax the rep A LR ordes.

*** NOTES 10/26/2007 10:44 AM Eastern Daylight Time YEpps Action Type:Manager review
Writer received the repA TR order.

*** PHONE LOG 10/26/2007 10:45 AM Eastern Daylight Time YEpps Action Type:Qutgoing call
Writer called customer and left a message requesting a call back.

=¥ PHONE LOG 10/31/2007 11:2] AM Eastern Daylight Tune Y Epps Action Type:Incoming calt
Customer (Il c2\led writer and left a message requesting a call back,

¥** PHONE L.OG 10/31/2007 11:24 AM Eastern Dayligit Time Y Epps Action Type:Qutgoing call
Writer called customer ([Jj and ieit a message requesting a call back.

*** PHONE LOG 11/67/2007 02:36 PM Fuastern Daylight Time YEpps Action Type:lncoming call
Customer called the writer and Jeft a message requesting a call back.

FEEPHONE LOGTE 07 2007 02040 PAT ey Davhzln Bime Y1 pps Action FypeiGagomy call
Writer calted customer [ bo stated:

b, stibt having the same problem.

2 Aleag light works better now.

3. it works more often than it did.

4. need 10 call you back.

FEEPHONE LOG |14 2007 03:02 PM Fastern Davlight Time YEpps Actien Type:Chigoing eall
Writer called customer and left a message requesting a catl back.

" CASE CLOSE 1141442007 05:04 PM Fastern Daylizht Time Y Epps
Case closed pending customer call back.

2 PHONE 1.0G 11 20:2007 43 AM Fastern Daylight Time YEpps Action Type:Incomipg eull
Custonter called worier and slaiad.
1. hght works betier now.

2, still concerned about my R-4SScngcr i{'thcAIRhn'__j docs not work.
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Customer agreed and will fax the payment coupon.

*** CASE CLOSE 11/20/2007 11:49 AM Eastern Daylight Time YEpps
Cased closed pending customer's payment eoupon.

*** NOTES 11/26/2007 12:19 PM Eastern Daylight Time Y Epps Action Type:Manager review
Writer received the cusiomer's payment statement.

*** NOTES 11/26/2007 12:32 PM Eastern Daylight Time YEpps Action Type:Manager review
Writer sent the customer an offer fetter,

*Hx CASE CLOSE 11/20/2007 12:35 PM Eastern Daylight Time YEpps

*** NOTES 06/20/2008 08:05 AM Eastern Daylight Time CCarroll Action Type:Manager review
wir states

L.rec'd signed effer tetter and release

2. wir to req chk from NCA 6/19/08

T NOTES 06/20/2008 08:37 AM Eastern Davlight Time CCarroll Action Type:Manager review
W SHales

. cust obtained an auy

wir rec'd oty demand letier

Swtr ey setifement with aty afler

- coresp back and forth with atty

vustveh retusned 10 dle 210 3times during

6. the nee process

ed ) —

L=

“

7. any req kia o repurchase 7 replace Kia denied
8. and made g/w  final offer in the amt of $4000.00

9. custand oty finally agreed 10 kia offer
10. cust veh has not been in for sve and wir can now req chk form NCA

FEEPRIORITY CHANGE 06/20/2008 09:05:41 AM CCarroll

FEECASE CLOSEF 067373008 03:25 PM Tastern Davlicht Time CC arroll




Kia Motors America
Consumer Aff4/Rs Department

Page | of 2
Last name First name VIN of 2008 SORENTO EX 4X4 Case Number Mileave
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springfreld. OH I Prod. Date:  6/21/07 Dealer: OH036  Jeff Wyler Kia
Case History Complaint Techline Escalation

*** PHONLE LOG 04/16/2009 01:08 PM US Mountain Standard Time JHirshiield

OHO036  contacted TechLine in case T1577302 due to Q'CS light on
Please comact dealership and customer for possible assistance.

*** PHONE LOG 04/17/2009 07:03 AM US Mountain Standard Time KJohnson Action Type:Outgoing call
Called dirand  lefi VM for SVCM Gary requesting CB (@, 46041

**=* PHONE LOG 04/20/2009 07:31 AM US Mountain Standard Time Klohnson Action Type:Outgoing call
Called dlr and Mike stated:

1 - wife sits in it with all weight on one side

2 - Wife is abowt 52" about 150 - 160 pounds

3 - She sits with right leg folded up undcr left Jeg. so that OCS does not always recognize that she is sitting there

*¥* PHONE LOG 04/20/2009 07:32 AM US Mountain Standard Time KJohnson Action Type:Outgoing call
Called customer and left VM requesting CB @ 46041

*E PHONE LOG 04/20/2000 11:41 AM US Mounlain Standard Time IBaty Aclion Type:lncommy call
Customer staked:

1. Cailing back on QCS light issue.
2. lis still a problem,

Writer stated:
1. Apolegived.
2 Updated no recalls

Customer stated:

1. They were rude and made light of the problem at the dealership,
2. They saad it was a problem with the way 1 sit in the sem,

3. They told e 10 Told o 1wwel double and siton it that wav.

4. b didnt help.

Writer staed:’
1. Apologized.
2. Can tell dealer is wking problem serivusty., because ey hinve opened a Tech Line case on i,

3. Dealer is correct. there are some positions PASS@ngcrs can sit in where ATR bag would do more harm than good.

Customer stated:

1. Ldon't sit tha way.

2. But I don't have to sit straight up with my back pressed as far back ax possibie i the seat just 1o make she light go ol
3. Alwavs had Tovenas before,

4. Never had 1his prablen with them

Writer stated:

1. Apologized.

2. Please calt when have next appoiniment so we can Tollow up e mahe sure atl of Kia's resources are being used,
3. Gave case number.
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I. Okay.
2. Thank you.

**= CASE CLOSE 04/20/2009 11:42 AM US Mountain Standard Time JBaty

Advised customer 1o make another appt with dealer for diagnosis and repA]R of vehicle.

**+ CASE CLOSE 07/006/2609 03:25 PM Pacific Daylight Time MWirz
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Case Historv Complaim Ren A IR Acgigtanes

**WE LOG 12/02/2008 09:52 AM US Mountain Standard Time LSims

M stated

1. i have a problem with the PASSenger side A]Rbag light staying on

2. 1toak it w when I first bought it and they did some kind of adjusiment

3. before we got home it came back on again

4. the SM that was there then said that the cushions in the seat  are stiff and thev dont go off all the time - 1old us to wait a while

5. Davad Hillman told me that  there was supposed 10 be another SM coming 10 work there

6. they said that the SM would know all about it and call me - and thal was about 3 weeks ago

7. I'still have not heard anything yet

8. I'we have an accident and the A.[Rbng dont come out then Tam going to sue Kia and the dealership

% my wile is 150 Ibs and the light will net stay off  for her
1. it will come on then go back off
11. 1 will cail the dealer and make an appointment and call you back

wir stated
I, apologized

- wir will be happy to follow up on the veh repAIRs
. the veh wili have to be at the dealer
. wir can contact the dealer while the veh is in

[T B -G UL ]

- the dealer will have to find a problem with the veh in order to make any repA]Rs
- gave case # and wir ext to ¢b when veh s in

=

FEEPHONE FOG 1202 2008 1220 A0S Mewntar Stodard Fime 1 Sime Aetron Fypetlncomimy vall

David {acting Sm}  stated

L Isaw him on 2/29/08- no codes lound. no TSI or Recadls

2. we tested with 2 different people in the seat and the system is operating as designed and not abie to duplicated
3. 11713/08- he came in for an ¢il change and we put Nitrogen in the tires

bt he didnt mention the A IRI'-ag hight

4. Fhave had alot ol peapie coming in saving that this is an intermitent probicm
5. but every time one of us sitinthere 51 works Bne

6. we have  patten a lot of cumplaints but never been abie 1a duplicate i

7. we have spoken 1o the Rep and he has not hear anything on i either

8. but i he comies in we will be happy 1o leok at it again

war stated

1. calling 1o get into on catlers visis

2w has instructed customer 10 eall when there is an appeininient
3. thank you for the info

EE CASE CLOUSKE 12/02/2008 10:21 AM US Mountin Standard Thme LSims

FEEPHONE LOG 12/04722008 03:532 PM US Mountain Standard Time | Sims Action Typezincoming cnll

LI L N R AT I - S
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I I KNDID73538 S K1527827 5885
beebe AR I Prod. Date:_10/12/07 Dealer: AR007 _Crain Kia

1. 1am aboul to drop the car oft at the dealer

*** PHONE LOG 12/04/2008 04:23 PM US Mountain Standard Time LSims Action Type:Incoming call
David in service stated

-1 did take a look at it and sat in it about 10- 15 times

. we drove it around the light will not come on for us

- we did contact tech line and they told us to  drive the car with his wife in it but she didn! come in with him
- we are also supposed 1o vy it with different vehs

- he didnt have her him so he is going to bring the car back

ool b —

wir stated
L. calling to follow up on visit to the dealer today
2. will call customer

##* PHONE LOG 12/04/2008 04:24 PM US Mountain Standard Time LSims Action Type:Ouigoing calt
wir called Mr -who stated

1. yes Ttook it in and they could not get it to work

2. Lam aking the veh back w on the Sih

wir stated
I. thank you - will eall back then

FEECOMMIT 12/04/2008 04:27 PM US Mountain Standard Time LSims Action Type:Callback Required

FEECASE CLOSE 12 04°2008 04:30 PA 1S Mountain Standard Time LSims

FEEFULFILL 127082008 16:21 A US Mountain Standard Time £Sims Action TypeCaliback Reguired

9 PHONE LOG 12/08/2008 10:22 AM US Mountain Standard Time LSims Action Type:Ouigoing call
W called ARGOT and |.M with Ann Requesting cb

FEPHONE LOG 12/0%/2008 04:43 PM UIS Mountain Standard Time LSims Actjon Type:Qutaaing call
wir spoke to David SM who stated

1. we had the car in here with his wife in il

2. we drove it with her in it and the light staved off




Kia Motors America
Consumer Aff4IRs Department

Page 3 of 3
L.ast name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage

N ] knDID73538S N KI527827 5,885
beebe, AR- Prod. Date:  10/12/07 Dealer: AR0O7  Cran Kia

wir stated
i. thank you- witl call customer

*** PHONE LOG 12/08/2008 04:50 PM US Mountain Standard Time LSims Action Type:Outgoing caltl
Wir called M]‘- and siated '
1. calling to follow up on callers visit to the dealer

caller stated

- yeah they drove it with her in the car and the light stayed ofT

- then they drove it with a tech in the car and the hight  still staved off’

- then we got a few miles down the road and the light came back on again
. she hifted up in the seat and it went off for a min

- we putled over and turned the car off then on again afier 30 secs

. but 1t still came back on alter a few mins

.50 Tom told us to keep a log of it and try 1o figure when it happens

PRI N T N TV

wir stated
1.ok, please cb wir if the veh goes back in

FEEMAIL GUT _ LSims Action Type:External email
Send to:[ AShoemo(@ikiausa.com)
Hello Aaron.

Fam just sending you these case notes as an FYL This customer is having a problem wiil the PASSenger sideAIRbag light
staying on when his wifc is in the seat. AROO7 has not been able 10 duplicate she problem. but  1he customer still complaining of
this problem. The customer has agreed 1o call me it they wake the veh back in. Tam just wondering if you have any suggestions or
it on this |‘u‘in:_' @ prohiem?

Thanks Kendra Ext 45698

You have been seni a Kia Consumer Assistance Case Loy your reference and action as may be noted in the Case. Wi has been

sent to you in error. please natify the Kia Consumer ATLATR s Dept. at 949.468.4019 AND delete this email,

The autached Case is the exclusive property of Kia Motors America and is a Confidential And Proprictary document. 1t is not to be
distributed or disseminated 10 any third party withoul the express written consent of Kia Motors America,

<< File Aachment: Weopubs ClariivOBRC A AttachmentsiSendHistory'Case, KES27827 LSims 12-10-2008081958 doe>>

*% CASE CLOSE 12/10/2008 08:59 AM US Mountain Standard Time LStms

Pending further contact from customer
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Last name First name VIN of 2007 SORENTii 4ii EX Case Number  Mileage
KNDID73677 K1328879 4,000

Arlington, TX [ Prod. Date:  6/30/06 Dealer: TX040 Classic Kia

Case History Complaint . ATR accicranee

% PHONE LOG 07/02/2007 06:49 AM US Mountain Standard Time RBussey
Customer called:

1. Calling because 1 have an issue with the A]Rbag light coming on for the PAS.Y side.
2. the dly has seen the veh 6 tunes.

3. Today they are replacing the set for a 2nd time.

4. I want this fixed or replaced or repurchased.

Writer stated:

I. Sorry,

2. Witk call the dir1oday.

3. Will call you when | kow morc.

4. As for replace. repurchase. you will need 1o review the WACIM,

*** PHONE LOG 07/03/2007 10:47 AM US Mountain Standard Time RBussey Action Type:Quigoing cal)
Writer called dir and LVM for sve mgr Tracy 1o call back

¥ PHONE LOG 07/03/2007 11:13 AM US Mountain Standard Time RBusscy Action Type:lncoming call
Tracy called writer:

I. Veh was released yesterday. we repiced the seat cushion.

2. Everything tested line. we have 1o wait and see if’ there are any other concerns.

Writer stateD:
1. thank you.

FEEPIRONF 1 OG 07032007 11:24 AM IS Mountain Standard Time RBussey Actien Tyvpe:Outening eall

Writer valled costomer

. L know that the veh has been reicased.

2. I'wanted 10 let you know that we can yvou to call us when the vhe pets there i this occwrs again so that we have more 1ime (o
wurk with the dle oo s,

Cuslomer stated:
1. Ne.
2o will be following e WACIM

#E2CASE CLOSE 07/057/2607 11:29 AM US Mouwntain Standard Time RBussey

FEm CASE CLOSE 10702/2097 11:38 AM Pacific Daylight Time ELaw

Tread Review Completed

FEENOTES 1071572007 03:56 PM Pacific Davlight Time LNavarro Action Type:L-mail sent

PER DPSM T HILTYZ REQUEST:

t WRCAA SENT HIM GOODWILL REQUEST FORM (MOST OF TOP PORTION COMPLETED)
2OVIA EMAIL
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S I kNDID736775 [N K1328879 4,000
Arlingtlon, TX! Prod. Date:  6/30/06 Dealer; TX040 Classic Kia

4. BPPSM WANTS TO G/W ONE CAR PAYMENT
5. WRCAA ALSO NEEDS SERVICE HISTORY

*** PHONE LOG 10/29/2007 (9:34 AM Pacific Daylight Time LNavarro Action Type:Outgoing call
WRCAA SPOKE WITH TIM GOUGH - SERV ADVISOR AT 1X071:

1. JIM CARTWRIGHT - SERV MGR NOT AVAIL -

2. ASKED TIM TO FAX VEH SERV RECORDS TO WRCAA TODAY

WRCAA SPOKE WITH TRACY WALL - TX040 SERV MGR:
1. ASKED HIM TO FAX SERV RECORDS DIRECT TO WRCAA TODAY

*#% PHONE LOG 12/04/2007 09:45 AM Pacific Daylight Time LNavarro Action Type:Incoming cali
wrcaa received call from fir richard peralia who advised:

1. reprogrammed customer's vehicie today

2. will be sending copy of his report 10 wreaa

3. customer happy with repA]R

*RENOTES 12/45/2007 05:34 PM Pacific Daylight Time LNavarro Action Type:Manager review
WRCAA GAVE GOODWILL CHECK REQUEST PACKAGE TO:
1. C.TURUMOTO AT NATIONAL C/A DEPT FOR CHECK PROCLESS

FEENOTES 1217 2007 1006 AN Pacific Davlight Time ENavuro Aetion Ty pes Ve resjew
wreao naibed cover bater & cheek o DPSA tons hiles

. sent both via fed-ex per dpsim's request

. per request for goodwill assistance forny. dpsm wants o
. hand deliver the check 10 Moritz Kia

. this ix 10 reimb dly for goodwill check they presented 1o
. herschel hicks

-copics of cover fetter & cheek inserted into case Folder
. copy ol cover lr attached 1o clarify ¢ase

. case closed

. case tolder filed at westen regional oflice

o TR T o T 2 S S WP S

=

= CASE CLOSE 127172007 10:07 AM Pacitic Bavlight Time 1. Navarro
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Annville, PA- Prod. Date:  7/27/07 Dealer: PA079 Ladd Hanford Kia
Casgjbﬂ! Complaint Pnn/d IR Accictanra

*** PHONE LOG 10/10/2008 12:29 PM LS Mountain Standard Time LColema Action Type:Incoming call
Cust states:
t. Purchased veh on Wednesday.

. When wife is sitting in PASSenger scat the ATR bag fight will stay on most of the time.
- My wife weighs 110 Ibs.

. Took veh to dir Ladd Hanford Kia.

- Was adv my wife does not weigh enough for the Irght 1o go off.

. If we are in an accident the AR bag will not deploy if needed.
- What is the weight limi?

- Can not tell my wife she needs to gain weight.

. Wife sits in the seat correctiy. have read information in QM.

= B e R R

Writer states:
]. Updated. no recalls.
2. Apologized for concerns with veh.

3. Kia's PASSengcr AIR bag system is designed to comply with the federal regulations.
4. Have to sit with scat back up & feet on the floor.
6. Writer will need to speak to dlr,

Writer put cust en hold & called Ladd Ranford Kia. spoke with srv mgr Cheryl & stated:
!. Adv of reason for call.

Srv mgr states:

. Veh was here the other day.

2. DPSM was here also.

3. Cust wife may weigh 100 ths if that.

4, There ts not weight Hmit in wiiting,

5. But when speaking with tech line they state 130 Ibs.
OO DPSAE stated e sosienn s working as dosigned.

Writer called DPSM CObenschain. belt VM message requesting call back.

Writer went back to cust & stated:

Lo Ady of srv mgr mibrasion abow PASSenger AIR bag svistem working as designed.
2 Wriler has left VM message Tor the Kia area rep.

3. Will call cust back when bave more information at 717-813-2816

4. Provided case number & writer's oxt,

FEEEMALILOUT  LColema Aciion Type:External email
Send 10:]| CObenschange kiausa.com)
Linda ext 43038

l. PASScngcr AIR bag light stays on when wife is sitting in seat.

2o Custdoes ot aceept syslem s warking as designed.

You have been seat a Kia Consamer Assistance Case for your relerence and action as may be noted in the Case. 150t has been

sent1o vou in ervor. please notily the Kia Consumer AT Rs Dept. at 949,468 4619 AND delete this email.

ML PO RPN Y Uyt R TS P Ve Db A vmmmlm mem e A L i B T LINE. TR N ¢ TUUR DU S TA e L 2P
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<<File Anachment: Weopubsi\ClarifyOBNCA_Attachments\SendHistory\Case_K 1509726 LColema_10-10-2008132210.doc>>

*** NOTES 10/13/2008 01:12 PM US Mountain Standard Time LColema Action Type:Manager review
Writer dispatching case 10 region:

I. PASSengerA]R bag light concern.

2. Cust has been adv by dlr that AIR bag is working as designed.

3. When wife is in PASSenger seat light will stay on.
4. No call back from DPSM.

*** PHONE 1.OG 10/14/2008 08:00 AM US Mountain Standard Time LColema Action Type:lncoming cal
DPSM CObenschain states:
1. Have spoken with dlr & wiih the regional office.

2. It seems the PASScngcr AIR bag system is working as designed.

3. Have some written information on the PASSengcr AIR bag svstem includmg a TSB & the mandated government
regulations & guidetines on how the system is designed to work.

4.The 4IR bag is not the primary restraint but secondary. seal belts are primary.

5. None of the information gives a weight limit.

6. I cust can demonstrate that the system is nol working as designed thern we can do the reflash or replace the parts.
7. But it seems this one is working as designed.

8. Cust wife is a very small person.

9. Will forward materials 1 have to dir 1o provide 10 cust.

10. Will send copy to writer.

FEEPHONE LOG 10 1) 2008 0802 AN ES Mountaim Standurd $ime | Colemas velion Pyvpertgomyg call
Wity called cust, jelt VIV message siating.

1. Have some more information.

2. Please call wriler back.

3. Provided case number & writer’s contact info.

#EE PHONE LOG 101472008 12:52 PM U'S Mountain Standard Time | .Calema Action Type:Ouigoing call
Writer catled cust & stated:

L. Adv of DPSM information about how the A TR bag system is working as designed.

2.ndv AIR bags are supplemental restraini seat belis primary.

3. Kia's PASSengcr AIR bay system is designed in accordance with federal regulations.

410 cust can show ¢t that the AR hag svstem i not working as designed then rc;)A IR < can be made.

3. Kkrep tv e maiting dir some information from government & otber sources that explains how the P/‘SScngcr AIR g
systermn works.

Cust states;

1. This is not a sausfactory solwion. | understand how the system works,
2, Sometimes the hght will go oul.

3. We were out all day Sunday & the fight was out for mosi o b dav.
+ Then the light came on & would not go cul.

L . -
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Annville, PA_ Prod. Date:  7/27/07 Dealer: PA0O79  Ladd Hanford Kia

Writer states:

- Will escalate 1o the regional office for further review.

- Cust will receive a call back from someone in the region within 48 to 72 hours.
- If do not receive call back within that time trame. please call writer back.

G2 Y e

*#ENOTES 10/14/2008 12:53 PM US Mountain Standard Time L Colema Action Type:Manager review
Writer dispatching file 1o region:

1. PASScngcrA]R bag light will go on & off when wife is sitting in the seat.

2. DIr & DPSM state system is working as designed,

3. Cust does not accept this response.

4. Please review & call cust.

*** PHONE LOG 10/14/2008 12:53 PM US Mountain Standard Time LColema Action Type:Incoming call
Writer received VM message from cust stating:

}. Returning writer's call.

2. Please call me back al main number or cell.

*** FORWARD 10/15/2008 04:48 AM Pacific Daylight Time MPfeifer
DPSM will need 1o meet with customer.

FEEPHONE LOG 107152008 04:28 PM Fastern Daylight Time EDicinti Acuon Type:Omgoing call
Writer called Mr._ and stated:

1. Yo case has been escalated to me at the Fasiern Region.

201w sorry or ke problen vou'ye been haying

3. Can you tell me what the proablem is exactly?

4.0 soundzs like we'll need ta have vour wile mcet with our DPSM.
5. Twill find out when we can get this setup and cafl you back.

Custoner said:

L1 just boughs this brand new Sorento and 1he PASSengcrAlR bag docsn't work for my wite.
2. Sometimes the light will go eut and oher times i stays on, She siax the same Wy every iime
3. Friday's would probably be best sinee she works Mon-Thu.

4. Thanks tor calling.

T PHONE LOG 101672008 01:16 PM Eastes Davlight Time EDicing Action Type:Outgoing call
Writer called DIPSM Chuck Obenschain.

I Espoke with the customer vesterday., und advised that vou may need to meet with her.
2OWhen car we sehedube el

DPSM said:

i. Ewill be at PAQ79 on Monday.
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Writer then called cusiomer.

i, Qur rep would like 1o meet with you at 11AM on Monday, 10/2( at PAOTO.

Customer said;

1. My wife works nights. so that time won't work.  She could cither meet arpund 8AM or 3PM. but not 11AM.
Whiter 1old customer that he would cheek with DPSM.

DPSM stated:

L. I'm sorry, but I cannot meet with the customer at those times.

2. The dealer is about 4 hours away from me. so it would need to be a1 that lime.

3. If the customer cannot meet at 11AM on 10720, then we will have 10 1ry the set it up she next time I'm there.
4. However. it's going to need 1o be around that time.,

Wriler said:

I. Ok. I will call the customer and let them know,

2. Thanks

¥ PHONE LOG 10/16/2008 01:24 PM Eastern Daylight Time EDicinti Action Type:Outgoing call

Writer then called customer and stated:

L I'm somy. but the DPSM cannot mecet with vour wile at SAM or 3PM.
2 Fwilt Tet you know the next 1ime he i scheduled 1o be al PADT9 and we con trv then.

Customer said:

1. Ok.

#EENOTIES 1043172008 04:27 PM Fastern Daylight Time ElJicinti Action Fype:l-mait rec.
Writer sent email 1o DPSM requesting siatus.

Received response below tfrom DPSM Chuck Obenschain;

Erte.

P theve on Wednesday ond met s iih e customer, She svas able e siin the 7 .45.51‘";1' seat of her vehicle and the

AIRbag light stayed on hall'of the time and went ofT half of the time.  We then had her sit in three other Sorento's in stock.

Om one of the units the light stayed on. On the other two. the light went off each time we tried them. 1 would have switched
onc ol the seats but none were the riuht color. T don't want 10 order another seat in the right trim color becawse odds are 50750 the
livht will stav on. T advised the denler 10 eontact Techline te see if thev had anv Birther recommendations. 1 advised the
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involved. T will contact the dealer again on Monday 10 see how they made out with the Techline contact.

H e e ok R R O R o ook ek ke ok 3 e s ok s SkoR sk sk o o ok ok ol ook o o o o ok Ok Rk sk o ek ok ok kb ok sk skt ot e ek s ok ook ok B ok ok R R koRoR g R SRR R R ek R e ok ok

T NOTES 11/06/2008 11:42 AM Eastern Daylight Time EDicinti Action Type: E-mail rec.
Received email from DPSM Chuck O

ok R ok 3ok R K R OF K s ok o ke ko e ok ok ok AR s ok ok ckok ok AR o ok ok ko o ok b sk ol ko sl s sk ok stk o sk e o skt sl ke Rk ok ook ok kol ok sk R ok ok ok e R ok ok ek ok

*****************:&*********************************************:#***************************
Enic,
Dealer is attempting 1o contact the customer to arrange for the vehicle to be brought in for the re-flash.

********************************************************************************************************
************'4-‘***=|=*={‘-*******************************#**************************:k*************

** NOTES 11/06/2008 11:42 AM Eastern Daylight Time EDicinti Action Type:Manager review

Setreminder 10 Lollow up with customer on 117 w make sure appointment for OCS retiash has been scheduled,

TEXNOTES 11/20/2008 01:21 PM Eastern Daylight Time EDicinti Action Type:E-mail rec.
Received fotlowing emails from DPSM Chuck Obenschain

HEEEE o EEE R R e e

Lo,

Tunderstand that and lad that conversation with the Call Center in Oclober. per the case notes below,  The customer dees not
aceept the fact that the svsiem is working property. | don't know what else T con tell the customer and when she speaks with the
Culb Cemer, thes fust send 1t back to the Region.

Chuck Obenschain

Disrict Parts sl Serviee Munager - TA 02
emait: cobenschain(e kiausa com

cell # 732-230.2327

----- Original Moessage-----

From: Pagano. Lou [KMA]

Sent: Tuesdav. November 18, 2008 12:26 PM

To: Obensehain. Chack [RMA|: DICini. Eric [KMA]
Lo Prostar Matnew [ MA

Subject: RE: BRO6x Case K1309726 created on 10/10/2008 01:12:14 - PA0T9 7 AR Bag Light s Licks

Chuck.
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Lou Pagano

Field Technical Represemative
Kia Motors America, Inc.
732-320-5389

LPaganof@Kiavsa.com

From: Obenschain, Chuck {KMA]

Sent: Tuesday. November 18. 2008 10:48 AM

To: DiCinti, Eric [KMA]

Ce: Pagano. Lou [KMA]

Subject: RE: BRO6xx Case K1509726 created on 10/10/2008 01:12:14 - PA079 / ATR Bag Light / Hicks

Guys.

The dealer completed the re-Hash on Friday and advised me that the customer came i and sat in the seat and the AR bag fight
stayed on,

Any idea's on how we proceed from here?

Chuck Ohenseain

District Parts and Service Manager - EA 02
ematl: cobenschainge kiausa.com

cell # 732-236-2522

s sl e sfe o e e o ek oot o stk e e o o sk ook akoh

*** PHONL LOG 11/20/2008 02:49 PM Fastern Daylight Time EDicint Action Tyvpe:Outgoing call

Winter called Mr.-

1. T'm sorry abont the problems vou're having with the PASS{‘ngor AIR bag Tighi

- Lunderstand that it was just retlashed a couple of weeks age. and you're still having concerns

- Tknow it's not what you want to hear. but the Syslem 13 operaling as desiygned.

- Iris designed 10 comply with government regulations.

SApparently sy our wite at TT b, Tulls in the 3 4 fennaic siull [ITTIRIE

6. The system is determining that the occupant i a child or child seal when vou wite is seated.

7. When it gocs off sometimes. the svstem either sensed less weight or she was out of position.

§. It the system is working every time when your sit in the seat weighing 200 ths or anyone elsc sits in the seat. it would seem
that ivis just a weight issue.

[FIRE SRR )
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£2. 'm sorry sir, but it's not an excuse.  The governemnt set these limits and 11 is operating the way it is supposed to,
13. T will contact the DPSM and see if there is anything else we can do.

Mr.-said:

1. Something is wrong with the seat.

2. It shouldn't be operating like this.

3. Sometimes the light will go out. especially the first time the vehicle is driven that day.

4. 1t goes out tor me every time. but | weigh 200 |bs.

5.The last lime we were there. she sat in 4 different Soremo’s. It worked ok on 3 of them.

6. The dealer was going to swap one of those seats. but the interior didn't match.

7. Why can't they put a new seat in there?

8. 1 think i is o faulty sensor.

9. Talking to you and the dealer i like talking 10 a wall.  You just keep coming up with excuses.
10. Before. nobody could tell me what the weight limit was, and now that I said she weighs 110 tbs, I'm being told that is the
cutoff.

LI | get into an accident and the Aleag doesn't deploy, I'm going to sue.
12.. Ok. call me back when you have more info.

*** NOTES 11/20/2608 02:51 PM Eastern Daylight Time EDicinti Action Type:E-mail sent
Sent email to DPSM to see if'there was anylhing etse we can do,

Requested ROYs from PAO79.

#** PHONE LOG L1/21/2008 02:35 PM Eastern Daylight Time EDicinti Action Type:incoming cal!

Writer called \I|-

1 Pm calling to discuss vour case. Bo vou have a momem”?

2.1 know that you feel that the svat should be replaced because she sat in others, and those scemed 1o work ok,

3. Freviewed this with the arca rep. He docsn't feel that a new seat would aperate any differently because the onc in there now is
apusatiieg per the goverment mandales.,

4 The reimon why tie Tight will not go ont is because ber weighi is right near the Timil. not because the seat is deteciive,

5. With that sund. T have o proposal tha Vd like to make. since | know you're adament abuot having the seat rephaced.

6. We will replace the seat for vou. “There is no way we can suarantee that this will eperate any differemty that the enc in there
THOAW .

7. Some are more sensitive than others. and no 2 seats are exactly the same.

8. As Esaid. we can’l give any assusance thar the light will 2o out with this new seat. and if it doesn', vou'll have 1o accep that
this 15 normal.

9. An addition o this new seat we will give vou §1LUGU because of vour inconveniences.

1. However. you will need 1o sign a begal refease it vou choose te aceept this oftor,

HLThis would pratect s from you iiing o Futare lemon law cliim. We are not admitting that there is a problem. and this

l'epA IR would only be done as a gesture of goodwill.

A -izn'tl'.

I Ok, just so [ undersiand. vou will replace the seat and give me $1.000. but | will need jo SIgn a waiver.
2. Abright. Twill talk it over with mv wile and catl you back.
3. Thanks.
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-

*** PHONE LOG 11/24/2008 04:30 PM Eastern Daylight Time EDicinti Action Type:Incoming call
Received call back from customer.

Mr. I said:

1. I'm calling back to discuss your offer.

2. Let me make sure | understand. it [ accept. you will replace the seat and give me $1.000 but [ need 10 sign a release?

3. i t continue to have problems with the seat. then | will just need to accept that it is her weight causing the light to stay on?
4. Will I still have a warranty on it?

5. Ok. will accept your otfer.

Writer said:

1. Yes, we will replace the seal and give you $1.000 for your inconveniences once we get a signed releasefoffer letter back.

2. Towill have no effect on your warranly.  1n fact. the dealer won't even know (hat you made this settlement,

3. Twill need to send you an ofler letier and release 1o your home address. along with a return envetope 10 send it back in.

4. Once I get that back. we can make arrangements Lo have the seat replaced.

5. It would be ideal if the dealer has another black interior ‘08 Sorento. and we can swap the seat out.  [f so, yau could even 1ry
it out first.

6. Fll prepare those dOCS and send them out to ¥Oou tamorrow.

7. I'must advise you that corporate will not be cutting anymore checks wntil the new year. so you won't get the $1.000 undil
mid-January at the earliest.

*** NOTES 12/02/2008 03:06 PM Eastern Daylight Time EDicinti Action Type:Correspondence rec.
Received letter from customer stating:

1. Cannot sign this agreement as it does not explicitiy cover what we discussed
2. I need the letter 10 include that the waiver only covers release of pursuing lemon faw actions pertaining 10 the PASScngcr

AIR bag light.

3. My agreement is to accept the $1.000 and PASSungcr seat to correcl our dispute. and | accept this is as Binal settlement 1
this matier, but only this particular matter of disputc.
4. Pleasc contact me in regard 10 this leiter. )

Writer called customer and lett voicemail message reguesting callback 1o discuss wording of release and ofter letier,
*EEPHONE 1.0G 12/03/2608 10:41 AM Eastern Daylight Time EDicinti Action Typeincoming coll

Writer received calt back from customer.

Writer said:

T received vour benter,
2. Please let me know what your issues are with the release and offer letier. and [ will iry to resolve them.

Mr.- said;






