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*++ PHONE LOG 11/08/2007 05:13 PM US Mountain Standard Time UValencia
caller states
I.- | got a sorento that | purchased on sept 22nd

2.- | have 1aken to the dealer. 4 times for an interment PASS&ngerAIR bag ligh
3.- | specefically told them that | was going out of town

4 - so they scheduled a technician that was coming to get the vehicle fix

5.- they got it in and they reflashed it

6.- 5o on Saturday. before 1 went out of town the light was on

7.- 50 1 called the salesperson. he told me that he was not in

8.- and advised me to comeback on wednesday upon my return

9 - %0 1 called and he was not there. and the advisor was not there either

10.- at this point | am very frusirated with this

12.- the other issue is that this is a lease vehicle. and [ am putting miles on a vehicle 1 am leasing
13.- the salesman solve the problem. the very moment i briought it in

14 - the dealer is 1elling me that they need to duplicate the concern

15 - unfortunally the only day that 1 have a PASSenger side s on weekends
16.- s0 on a saturday [ ook 1t in, and the technician came owt and said. yeah iCs doing it 1 will hil outa repont
17.- so | asked him. why did you tell me 1o come on when it's on. then he said that they were need to cali an FTR

18.- and 1 asked him for alternalive transportation. and he said that they did not offer any
19.- you can call me on my CP*

wrl SIares

I.- apologized

2.~ wrt will have to follow up with sve nmigr at NY0SR

3- wit will call DPSM

4. wrt conted not sce any histary, hecause nothing has been replaced on vehicle
5.- KMA will provide all available resources lo-dealer Lo resolve situation

- wit will follow up with est once more information becomes available

7.« rentad scripting

S R assisis o s by case s

.- wrt will present nflormabion 10 BPSM (leasing) that ths will be the Sth time going back o dealer
FO.- wrt provided cuses and contact information

= PIIONE LOG /072007 16:47 AM US Mountain Standard Time UValencia Action Type:Quigoing call
wrk called Mark sve mar 0t XYQS8
wit states

1 .- calbng to ger history and information about AIRl)ag light complaints

calter states Keith

L- Fhave a called in dor o DPSM 1o see what dircetion e wants o go

2= Tealledt Robert Joyee and LVM

3.- it enly happen once when we verifved the concern. we already had an FTYR do o Flasher, bot did nen B i

4.- Lealled Robert Jovee sesterday. befare the o1 has 1o come in again

2w i eomplainine ahom the 3 aripps. which is understandable. ind swee will neonide o loaner aest time that he is here
6.- but we need w krow what dircction he wanis us to go

Wil shdies
1= wrk wil call DPSM and ask Tor direction
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¥R EMAITL OUT _ UValencia Action Type:External email
Send to:[RJoyce(rdkiausa.com]
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 AffATR 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 document. It is not 1o be
distributed or disseminated to any third party without the express writlen consent of Kia Motors America.

<<File Attlachmeni: Yopubs\ClarifyOBNCA_Attachmens\SendHistory\Case_K1380642 UValencia_11-09-2007104252.doc>>

*** PHONE LOG 11/09/2007 10:53 AM US Mountain Siandard Time UValencia Action Type:Outgoing call
wrt called DPSM Robert Joyce

wri states

1.- provided information on case notes

2.- asked lor advised

3.- provided wrt extension

caller states

1.- the dealer called me about this yesterday

2.- if you would can you give me your exiension

3.- L don't know what Lo do at this point. i am aware of the situation. and | need to figure it out what are we going to do
4.~ ter me calk you right hack

*£x NOTES 11/09/2007 06:55 PM US Mountain Sitandard Time UValencia Action Type:Manager review

|'<For Imernal Use tnlv

estvehivle bas fad s ol TR Bpbe o PASS - e
#2454 | catled DPSM Robert Jovee. he was suppossed 1o call back with suggestion. please call Mr Joyce. and lotlow up with ost as
necd prEEerEEs

FEXPHONE LOG L2 2007 1236 PM US Mowmain Sandard Time MTrem Action Type:Ougoing call
Wrher catled DPSM Rlovee who states:

1. at this point we have nothing ¢lse w oller the customer

Fam waiting for a call back from the regional consumer manager

. I'had donc a re Hlash of the svstem before.

< there s going to be somcthing made available i the near futore

- for now dont tell the customer all this. wait until you talk 10 me avain lomorrow

W 1D

L I

EEEPHONE LOG TE 15 2000 1523 AM US Mountain Standard Time MTrem Action Type:lncoming call
Caller DPSM Rlovee states;
L. this case went over o owr rewion
20 the porson handling this is now Invine Tor o week oy onentation
Canyou call e custenier Lid oot huw Hungs are
- There is another re 1Tash that is coming soon. maybe as carly December possibly ax Tate as January
- That could beemne Feb o March. [ don’t want to promise anvihing vntil it's ready

a.
4
5

. We can do some goodw i for this customer i 1his helps the sitation

>
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7. let me know if you need anything for this customer

*** PHONE LOG 11/13/2007 01:03 PM US Mountain Standard Time MTrem Action Type:Qutgoing call
Writer LVM at_ for Mr. T requesting cail back. fefi case number and contact info

*HE PHONLE LOG 11/13/2007 04:24 PM US Mountain Standard Time MTrem Action Type:Outgoing call
Caller Mr. T staies:

. returning vour call. thank vou for following up for me

- this is a salety issue and | dom understand why Kia would not want to fix this ASAP

. why doesnt Kia replace the system in the car

- there is a lemon law [ can file under, and I dont own this vehicle Kia does

- L am leasing this vehicle. I can go turn it back in

. 1 drove the vehicie 1500 mile son a trip with no PASS enger side IR bag protection
wriler states:

. wniter did discuss your PASSenger side A]Rbag concerns with the Kia rep

. a solution is forthcoming and in development

. Writer wil! tet the Kia rep know your position and are ready to turn the car in or hand this over 10 vour Jawyer,
. writer will contact customer back tomorrow

=Y R

o N -

FEEPHONE LOG | 11472007 £2:44 PM US Mouniain Stndard Toime MTrem, Action Type:Crngainyg calt
Vorkor cadled DPSY RSO ce w i siaies.

1. ok go ahcad wnd torward 1w the regron

2. and please send me 1the vase notes

FEE PHONL LOG T 342007 1247 PYEUS Mountain Standard Tine M rem Action PFypeQutgoing call
Wiiter called Me. T stating:

1. writer is forwarding eaxe to a higher office for handling

2. someone should be contacting you within 48 hours

FEEMAH OUT M rem Action Type:External email
Send tofrjoy cete kinusacom|

Michael Frem

Kia Consumer Assistance

Lxt 45001

b borwarding 1o Region
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The attached Case is the exclusive property of Kia Motors America and is a 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.

<<File Auachment: Ywopubs\ClarifyOBNCA_Auachments\SendHistory\Case _K1380642_MTrem_11-14-2007124250.doc>>

*=F NOTES 11/14/2007 12:50 PM US Mouniain Standard Time MTrem Aclion Type:Manager review
Writer Dispatching case to Eastern Region per DPSM RJoyce  for Handling:

I. Customer PASScnger Side AIRbag light remains unresolved
2. Customer ready to filc BBB and retain Lawyer
3. Comtact Customer

***= FORWARD 11/14/2007 12:51 PM Pacific Daylight Time MPfeifer

*** PHONE LOG 11/16/2007 10:40 AM Eastern Daylight Time SHames Action Type:Outgoing call
WRITER CALLED CUSTOMER AND LVM STATING

1. YOUR CASE HAS BEEN ESCALATED TO MY ATTENTION

2. PLEASE RETURN MY CALL SO WE MAY DISCUSS THIS CONCERN FURTHER
LYOUMAY REACH ME AT R36-608-1305 X123

FEF PHONE LOG 117202007 b:ho AM US Mountain Standard Time MTrem Action Type: hcoming cail
VM lrom Me. T staing:

Lo Tgot a VM from Shamira. but the phone number that was et

2o ot working for me. con vou please ask ker o cal! me acaie

FEEPHONE 1OG 12072007 0118 PM US Mountain Standard Time MTrem Action Type:incoming call
VM lrom Mr. T requesting call back at

FEEPHONE LOG 1172072007 01:21 PMUS Mounin Standard Time MTrem Action Type: Outgoing call
Writer called Mr. T stating:

I provided phone nummber and extension for RA SHames

custamer states;

1. yes we had the area code wrong. hard to hear on aur VM machine

FEEPHONFE 1 OG 1172122007 E2:38 PM Fastern Davlight Time Sliames Action Type: fncommy call

WRITER CALLED CUSTOMER WHO STATED

LFIRST DO LOVE THE VEHICLE

L BUTTFEEL LIKE THIS IS A SATETY ISSUE

SOANOUNDERSTAND IILVT PINVS T ALY TIE oNP  o O w e 1y et

4. MAYBE YOU GUYS COULD DISABLE THE SYSTEM SO THEE LIGHT REMAINS ON ALL THE TIME 1 WOULD BE
OK WITH THAT
5.MY WIFE DUESN'T EVEN WANT TO DRIVE WEHH Mi: AND W1 ONLY HAVE ONE VEIICLE NOW
6.1 AM LEASING THE VEHICLE AS WELL AND HIAVING 1O 'RAVEL BACK AND FORTH TO 1L DEALER 1S
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COSTLY

WRITER STATES

{. 1 APOLOGIZE FOR THE PROBLEMS YOU HAVE HAD

2. I THANK YOU FOR YOUR PATIENCE

3. WE ARE WORKING DILIGENTLY TO GET THIS CONCERN HANDLED FOR YOU

4.1 WILL BE IN TOUCH WiTH ROBERT JOYCE. DPSM AND DEALER AND HOPEFULLY GET BACK TO YOU TODAY
5. IF NOT I WILL TOUCH BASE WITH YOU EARLY NEXT WEEK.

*** PHONE 1.OG 11/29/2007 10:29 AM Eastern Daylight Time Sljames Action Type:Outgoing call

WRITER CALLED CUSTOMER AND STATED

b IT LOOKS LIKE WE HAVE THE REFLASH TOOL SOON

2.1 WOULD LIKE TO SCHEDULE YOUR CAR TO BE LOOKED AT THE WEEK OF 10 DECEMEBER 2007

3. TIUST WANTED TO MAKE SURE THAT THIS WOULD BE POSSIBLE FOR YOU

CUSTOMER STATES

L.THAT SOUNDS GOOD. THANK YOU

2. 1JUST NEED A VEHICLE TO DRIVE WHEN | DROP MY VEHICLE OFF

3. NOT MEANING TO PLAY DEVIL'S ADVOCATE HERE BUT WHAT HAPPENS IF THE TOOL IS NOT READY
4. WOULD WE BE ABLE TO DISABLE THE SYSTEM IN THE MEAN TIME

5. TKNOW THINGS HAPPEN BUT I NEED TO DO SOMETHING

WRITER STATES

1. TAPOLOGIZE | FORGOT TO ASK MR. JOYCE IF DISABLING THE SYSTEM TEMPORARILY WOULD BE AN
OPTION

2. TWILL DO THAT AND CALL YOU BACK LATER TODAY

WRITER CALLED DPSM. MR. ROBERT IQYCE
I. PLEASE CALL ME WHEN YOU GET THIS MESSAGE

“ PHONE LOG L 292007 03:24 Pl Eastern Davbighe Hime SIiames Action Expeituizomg call

WRITIFR CALLED CUSTOMER AND LVM STATING

1WE WILLNOT BE ABLF TO DISABLF THY SYSTEM

2.1 DID HOWEVER GET A TENTATIVE APPT FOR TUFSDAY. DECEMBER

SAWIHT CALL YO ONTRIDAY. 7 DECEMBER TO MAKE SURU TIIAVT W WH L B3I ABLE TO KEEP THIS APPT.

FECASE CLOSE 112972007 03:28 PM Lasters Daylight Time Slames
CLOSED CASF PENDING TENTATIVE APPT. FOR H1 DFCFMRFR 007

FERPHOND LOG 127052007 02:09 PM Eastern Daviight Fime Stiamws Action TypeOuizoing call

WRITER CALTED CUSTOMER AND | VM STATING

I WE HAVE RESERVED AN APPT FOR YOU ON TUESDAY. 11 DECEMBER 7007

= PLEASE RETURN CALE AT 856-608-1303 N123 TO CONFIRM THAT YOU GO THIS MESSAGE AND WILL BE
ABLE O NEARKLE VHIE APPYT,
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*** PHONE LOG 12/06/2007 10:14 AM Eastern Daylight Time Sliames Action Type:Incoming call
CUSTOMER CALLED WRITER AND LVM STATING

1.1 DID RECEIVE YOUR MESSAGE PLEASE CALL ME BACK AT [ N

2. THIS IS THE BEST NUMBER TO REACH ME ON

WRIT D CUSTOMER AND LVM STATING
I MR | WAS ON THE OTHER LINE
2. 1AM RETURNING YOU CALL

¥ PHONE LOG 12/07/2007 10:06 AM Eastern Daylight Time Sljames Action Type:Outgoing call

WRITER CALLLD CUSTOMER AND STATED

1. YOUR APPT IS ALL SET FOR TUESDAY. i 1 DECEMEBER 2007

2, YOU CAN DROP YOUR VEHICLE OFF ON MONDAY AND MARK (SVC MANAGER) HAS ASSURED THAT A
VEHICLE WILL BE RESERVED FOR YOU

CUSTOMER STATES

1. THANK YOU

*** CASE CLOSE 12/07/2007 10:08 AM Eastern Daylight Time Sljames
PENDING FTR APPT. ON TUESDAY. 11 DECEMBER 2007

**% PHONE LOG 12/18/2007 03:48 PM Eastern Daylight Time Sijames Action Type:Quigeing call
WRITER CALLING TO FOLLOW UP WITH CUSTOMER

EWLE PICKED UP OHE VEICLE AND IT WAS FINE

2. ACOUPLE OF DAYS AFTER THAT THE LIGIHT CAME BACK ON

JOFEAM JUST FRUSTRATED WITH THIS

4 TRNOW YO ARF DOING WHAT YOU CAN AND FAPPFCIATE IT

WRIHIR SIS

LITWILE FOLLOW UP WITIH MR, JOYCL AND CONTACT YOU TOMORROW

* PHONE LOG 12-19°2007 04:06 PM Fastern Day bioht Time St Action Type:lncoming cafl

“HE PHONL LOG 120192007 04:21 P Lastern Ui light Thne Slhames Action Type:lncoming cal
DPSM MR. ROBERT JOYCE CALLED WRITER AND STATED

L WILL NEED TO SPEAK WITH MARK THE SVC MANAGER FURTHER ABOUT TINS CASE
L UNFORTUNATELY HE WENT HOME SICK TODAY

A TWILL SPEAK TO M ON FIRDAY

WRITER STATES

LUTEEANK YOE AND T WL CONTACT T CUSTOMER

WRITIFR CALLFD CUSTOMER AND STATED
EEREAVE SPOREN WEITHE VR JTOVCE AND EWH T TOUCH W YOU ON FRIDAY. DECEMBIR 2a07

*** PHONE 1L.OG 0170472008 T0:400 AM Eastern Davlieht Time Sljames Action Type:Outgoing calt
WRITER CALLED CUSTOMER AND LVM STATING
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1.1 AM CALLING TO FOLLOW UP WITH YOU
2.1DO APOLOGIZE I DID NOT CALL SOONER
3. PLEASE RETURN MY CALL ATIEEEEEE /. 1 YOUR EARLIEST CONVENIENCE

*** PHONE 1.OG 01/04/2008 04:40 PM Eastern Daylight Time Skames Action Type:Qutgoing call

WRITER CALLED CUSTOMER AND STATED

1. DPSM. MR ROBERT JOYCE WOULD LIKE TO MEET WITH YOU AND THE OCCUPANT
2. HE WOULD LIKE TO SCHEDULE THIS MEETING FOR WEDNESDAY. 6 FEBRUARY

3. HE WILL ACCOMADATE YOUR TIME

CUSTOMER STATES

1. THAT WILL BE FINE

2. TAMJUST REALLY AFRAID IF WE GET INTQ AN ACCIDENT THAT Tt AIR BAG Wi NOT DEPLOY
3. WE WILL MEET WITH MR. JOYCE AROUND 6-630PM ON WEDNESDAY 6 FEBRUARY IF THAT IS OK
WRITER STATES

LI WILL SCHEDULE THIS. THANK YOU AGAIN FOR YOUR PATIENCE

WRITER CAL | iD DPSM. MR. ROBERT IOYCE AND LVM STATING
1. MR. 1S WILLING TO MEET WITH YOU ON WEDNESDAY. 6 FEBRUARY
2. PLEASE CALL ME BACK TQ CONFIRM THIS MEETING

#¥* PHONE LOG 01/07/2008 11:58 AM Eastern Daylight Time Sljames Action Type:Outgoing cali
WRITER CALLED CUSTOMER AND STATED

. 1AM CALLING BECAUSE I NEED TO RESCHEDULE YOUR APPT.

2. THE DPSM, MR. ROBERT JOYCE WILL BE THERE ON TUESDAY. 5 FEBRUARY 2008 INSTEAD
3. WOULD YOU BE ABLE TO MAKE THHS APPTY

CUSTOMER STATES

LTWAS GOING TO CALL YOU ABOUT THIS

2. TAM NOT SURE THAT I WANT TO WATT THAT LONG FOR AN APPT.

SPPTIAPPENE D AGAIN ONFRIDAY. LANIUS VT RY TRUSIRATLD WL i s e s e v oN
PANEREALLY READY TU FHILE A LEMON LAY CASE

SFIVST WANT THIES FIXED

6. DOTHINK FIAVE BFEN VERY PATIENT UP TO THIS POINT AND HA VI JUST HAD ENOVIGH
T EWILL KEEP THIS APPT BUT I MAY STILL FILE THE BBB CASE

WRITER STAILS

L DO APOFOGIZE FOR THE ISSEHFS YOU HAVE HAD

2WE ARE WORKING DILIGENTLY TO GIFF THIS ISSUE REPATRED FOR YOUL THAT 15 T1H1 RIFASON WI LIAVE
SCHEDULED A MEETING WITIH MR, JOYCE

A EDO APOLOGEL TIIVE YOU HAVE TO WALT FOR T APPT.

4. TKNOW YOU WANT THES PROBLEM REMEDIED RIGHT AWAY AND APOLOGIZE THAT I5 NOT THE CASE
3.YOU DO HAVE THE RIGHT TO DO ANYTHING YOU LIKE AND AGAIN | DO APPRECIATE YOUR PATIENCE

6. LAM ASKING FOR YOU TO KEEP THIS APPE. ‘

W e

WRITER CALLED DPSM. MR ROBERT JOYCE AND STATED

Lnave sporEN bo MR, TR

2. HE IS KEEPING THIE APPT. BUT HE DID INFORM ME THAT HIS FEMALE COMPANION MAY NOT MAKE THE
MELTING

IDIYTELD M T WAS PARAMOUNT THAT SHE BE THERE BUT TH- S LA TED SHI- WAS OUFT ANNOYED AND
WOULLD Nat MAKE: 1]

MRJOYCE STATIEES

P THANK YOU FOR RESCHEDULING THE APPT.
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2_IT IS VERY IMPORTANT THAT SHE BE THERE

3. SHOULD WE SEND A LETTER ADVISING THAT SHE MAKE THE APPT?

WRITER STATES

L. 1 AM NOT SURE THAT WOULD HELP OR HURT THIS SITUATION

2. HE HAS ALREADY STATED THAT HE IS PROBABLY GOING TO OPEN A BBB CASE ON THIS

3. AS WE GET CLOSER TO THIS APPT. ] WILL CONTACT HIM AND ADVISE OF THE IMPORTANCE OF HER
MAKING THIS APPT.

MR. JOYCE STATES

1. THANK YOU o

**% CASE CLOSE 01/07/2008 03:13 PM Eastern Daylight Time Sljames
PENDING DPSM VISIT ON TUESDAY. 5 FEBRUARY 2007

*** CASE CLOSE 01/10/2008 03:01 PM Pacific Daylight Time ELau
Tread Review Completed

*** NOTES 01/22/2008 05:01 PM Eastern Daylight Time Sljames Action Type:Manager review
RECEIVED CCF FROM BBB 1] JANUARY 2008

=% NOTES 02/ 1/2008 02:49 PM Eastern Daylight Time Shames Action Type:Manager review
CUSTOMER MET DPSM ROBERT JOYCE FOR APPT ON TUESDAY. 5 FEBRUARY

FEOPTROND L OGO2 ] 00N 030 PAT T g Do Bt i Shomses Avtion Pypeineomneg call
CUSTOMER CALLED WRILER AND STATLD

ELTHE LIGHT CAME BACK ON

2.ROBLRT CAMLE OUTT AND REFLASHED 1T AGAIN

3. WHEN WF WERF DRIVING IT CAMF BACK ON THE VEIHICLE

A TURNLED VEHICLL (OFF AND ON

ST STAYED OFF FOR A WHILE AND VN T

WRITER STATES

LITWILL LOOK INTO YOUR CASE AND FOLLOW UP

WRITER CALLED DPPSM ROBERT IOYCE WHO STATED

LITWAS NOT ABLE TO VERIFY THAT THE LIGHT CAME ON AFTER THE REFLASH

2V WILL BE MORF THAN HAPPY TOMFET WITH THE CUSTOMER BUT 111S WITE MUST ABSOLUTELY BE
PRESENT

PWILL BE AT EHE DELAERSHIP ON WEDNESAY. TWILL MEET THEM THEN

WRITER STATES

LIWILE CONTACT THE CUSTOMER AND LET HIM KNOW

L THANK YOI

WRITER CALLED CUSTOMIER AND STATED
LTS PARAMOUNE AT YOUR WIFE Iy THE:RE
2 MRIJOYCE WANTS 1O MLEET W YOU AND YOUR WIFE UN WLEDNESDAY, 13 FEBRUARY
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3. PLEASE KEEP WITH HER. IT WILL NOT BE A LONG MEETING

4. PLEASE CALL ME TO TOMORROW SO | MAY LET MR, JOYCE KNOW
CUSTOMER STATES

1. EWILL CHECK WITH MY WIFE AND CALL YOU BACK TOMORROW

*** PHONE LOG 02/12/2008 08:18 AM Eastern Daylight Time Sliames Action Type:lncoming call

2 MONDAY. 11 FEBRUARY 2008 +*x*+

CUSTOMER CALLED WRITER AND STATED

1. WE WILL MEET WITH BOB AROUND 5:30-5:45 ON WEDNESDAY

2. COULD YOU PLEASE GIVE BOB MY NUMBER JUST IN CASE WEATHER HAS OTHER PLANS FOR OUR
MEETING

3. WOULD YOU PLEASE CALL ME BACK TO LET ME KNOW YOU DID RECEIVE THIS MESSAGE

*** PHONE LOG 02/12/2008 11:03 AM Eastern Daylight Time Shames Action Type:Quigoing call
WRITER CALLED CUSTOMER AND STATED

1. IDID GET YOUR MESSAGE .

2. YOUR MEETING WITH BOB IS SET FOR TOMORROW

3. DO NOT HESITATE TO CONTACT ME OR THE DEALER IF WEATHER BECOMES AN ISSUE
CUSTOMIR STATES

I. THANK YOU. THE WEATHER 1S SUPPOSED TO BE BETTER TOMORROW

FEEPHONL 1LOG 62/14/2008 02:26 PM Fastern Daylight Time Sliames Action Type:lncoming call

WRITER CALLED DPSM ROBERT JOYCE WHO STATED

L MET WITI CUSTOMER AND AIR BAG LIGHT DID NOT REMAIN ON

2OWEDROVETHE NTHICHE AROEXD FOR \ WHIT |

S BHIECESEOMERS GUTEN ANDOUT O FHL VEHR LD SENVLRAL LINMES

4. TEXPLAINED TO THE CUSTOMER THAT UNLESS THAT LIGHT WAS ON THERFE WAS NOTI HNG THAT COULD

BE DONEK

5. WE NEED TO HAVE EVIDENCE THAT THERE IS A PROBLEM AND I DID NOT EXPERIENCE THAT

CADIY LTI CESTOMER KNOW THAT 1F THE LIGHT DID RETURN WE WOUT D DO WHAT WIE COULDP 70
rEr4IR N

7 EDONOETHINK i WAS HAPPY BUT HE DID UNDERSTAND

EECASE CLOSE 0271572008 131 AM Fastem Davlight Time Sljamex
PENDING FURTHER CONTACT FROM CUSTOMER

FEEPHONE §OG 0272572008 147 AM Eastern Davlieht Time Sliames Action Typeidnconning eall
WRITER CALLED CUSTOMER AND LVM STATING

LT AR BAG LIGITT CAME ON AGAIN

20T COMES AND GOES INTEFRMITTENTLY

3 PEEASE CALL M BACK WHEN YOU Gl PEHS MESSAG

CONF CALL: WRITER CALLED DPSMS. ROBERT JOYCE AND GLEN VETZIKIAN
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2. WRITER STATES | WILL CONTACT THE CUSTOMER TO SEE IF THE LIGHT IS PRESENTLY ON AND IF HE CAN
MAKE THIS APPT.
3. THANK YOU GENTLEMEN FOR YOUR HELP

WRITER CALLED CUSTOMER WHQ STATED

I. THE LIGHT 1S NOT ON AT PRESENT

21T USUALLY BAPPENS ON THE WEEKENDS WHEN WE ARE RIDING TOGETHER

WRITER STATES

1.1 WILL FOLLOW UP WITH MR. JOYCE

2. UNFORTUNATELY ! CAN NOT OFFER ASSISTANCE AT THIS TIME IF THE LIGHT IS NOT ON
3. TWILL BE IN CONTACT WITH YOU BY WEDNESDAY. 27 FEBRUARY

WRITER CALLED DPSM. GLEN VETZIKIAN AND STATED

1. THANK YOU FOR YOUR WILLINGNESS TO MEET WITH THE CUSTOMER

2. THE LIGHT IS NOT PRESENTLY ON, SO THAT MEETING WILEL NOT BE NECESSARY
DPSM. VETZIKIAN STATES OK. NO PROBLEM

WRITER CALLED DPSM. JOYCE AND STATED

1. THE LIGHT IS NOT ON AT PRESENT

2.1HAVE SPOKE TO GLEN AND TOLD HIM THE MEETING TODAY 1S NOT NECESSARY

3. WENEED TO PUT A PLAN IN PLACE SO MR. [ C AN TAKE 1T TO A DEALER WHEN THE LIGHT COMES
ON

+ TF TEHIS HAPPENS ON A WEEKEND THERE NEEDS TO BE SOMEONE AVAILABLE TO VERIFY THE LIGIIT BEING
ON

DPSM. JOYCE STATES

. WE CAN ASK HIM TO GO TO BURDICK KIA, THEIR SVC DEPARTMENT 1 BELIEVE IS OPEN ON SATURDAY
WRITER STATES

FIWILL FOLLOW VP WITH THE CUSTOMER AND LET HHIM KNOW

2THANK YOU

=+ PHONE LOG D22772008 03:19 PM Fastern Davlight Time Shiames Action Tyvpe:Outgoing call
WRITER CALLED CUSTOMER AND STATED

LTHAVE SPOKEN TO ROBERY

2AETHIS HAPPENS AGAIN WE WOUL P IKE YOUFO TAKE THE VEHICT E TO BURDICK Kla
3. THEY OFFER SATURDAY SERVICE LTOURS FROM $-4

4. PLEASE SPEAK WITH ANDY ¢SVC MANAGLER) OR KOREY {ASST. V(. MANAGER)
S.THEY WELL ONLY VERI'Y THL CONCERN. NOT MAKE ANY REPATRS AT THE TIME
CUSTOMER STATES

I WELL OK THANK YOU

L THAT DEALER IS MUCH CLOSER TO ME ANYWAY

3. WE WILE BE OUT OF TOWN TIHIS WEFKEND BUT T WILL LET YOU KNOW IF WE EXPERIENCE THE PROBLEM
AGALN

TTTUASE CLOSE 02 27 2o BRI N fastuin [)u_\;;gill iina .'\i'_i.uu\.,\




Kia Motois Anierica

Consumer Aff4/Rs Department Page 11 of 14

Last_name First name VIN of 2007 SORENTO LX 4X4 Case Number Mileage
KNDIC736475 K 1380642 3,084
Proenix, NY I Prod. Date: _7/25/06 Dealer: NY058  Kia of East Syracuse

T NOTES 03/04/2008 03:32 PM Pacific Daylight Time K Watren Action Type:Manager review
NCA received letier from cusiomer.

1. Cust states same concerns as above,

2. Cust states that he has forwarded this matter to the BBB Auto Line,

3. Cust states he will pursue replacement or refund under the New York State Lemon Law if satisfactory repA]Rs are not
made immediately.

Dispaiching to the Eastem Region for cusiomer contact,

*** NOTES 03/11/2008 08:02 AM Eastern Daylight Time Shames Action Type:Manager revicw
CUSTOMER SENT A LETTER

*** CASE CLOSE 03/11/2008 08:02 AM Eastern Daylight Time Sliames

*E NOTES 03/27/2008 07:53 AM Eastemn Daylight Time Sliames Action Type:Manager review
RECEIVED CCF FROM BBB

ENOTES 04/02/2008 10:02 AM Eastern Daylight Time Sliames Action Type:Manager revien
SUBMITTED MRF TQO BBB

CASEOTOSE 6l 02 00N T2 AN asiern Dayliohe Daime SBanses

2 PHONF 1.OG 03°00:2008 10:38 AN Fastern Daylight Time Sliames Action Typezincoming caf)
TODR FROM BBB CALLFID AND STATED

ETAM IUST FOLLOWING UP ON THIS CASE

2UTHE CUSTOMER WANTS A TECHNICAL EXPERT TO LOOK AT THE VERICLE AT THIS POINT
JATYOU WANT TO HAVE THE DPSM LOOK AT THE VEHICLE AGAIN PTUAS) LET ME KNOW
WRITER STATES

i DWIHLL CHECK HIS SCHEDULE AND GET BACK TO YOU

WRITER CALLED DPSM ROBERT JIOYCE AND REQUESTID A CALL BACK

“*F NOTES 04/16/2008 03:39 PM Fastern Daylight Time Stiames Action Type:Manager review
TEHEARING WITE BE SCHEPULYD

R CASE CLOSE 04/16/2008 03:41 PM Fastern Daylight Time Shames
PENDING RESULTS FROM TE INSPECTION




Kia Motors America

Consumer Aff4IRs Department Page 12 of 14

Last_name First name VIN of 2007 SORENTO LX 4X4 Case Number  Mileage
] KNDIC736475 KI380642 3,084

Proenix. NI Prod. Date:  7/25/06 Dealer: NY058  Kia of East Syracuse

RECEIVED REPLACEMENT DECISION WAITING FOR ACCEPTANCE / DENIAL LETTER FROM CUSTOMER

*** CASE CLOSE 05/07/2008 01:19 PM Eastermn Daylight Time Stjames
PENDING ACCEPTANCE OR DENIAL FROM CUSTOMER

**+* PHONE LOG 05/15/2008 12:53 PM Eastern Daylight Time Sljames Action Type:lncoming call

CUSTOMER CALLED AND STATED

1. VHAVE ACCEPTED THE OFFER

2.1 AM CALLING AS REQUESTED TO SET UP TEST DRIVE OF NEW VEHICLE

WRITER STATES

1. I SPOKE WITH DAN AT LEGACY KIA AND SATURDAY WILL BE FINE FOR YOU TO COME IN AND TEST DRIVE
THE NEW VEHICLE

CUSTOMER STATES

1. OK. THANK YOU

¥ PHONE LOG 05/20/2008 10:18 AM Eastern Daylight Time Sliames Action Type:Incoming call
CUSTOMER CALLED WRITER AND STATED

L1 TEST DROVE THE VEHICLE FOR THE WEEKEND

2. IT SEEMS FINE

3. WHAT IS MY NEXT STEP?

WRITER STATES

1. YOU CAN GO AHEAD AND RETURN THE VEHICLE

2 PWILL NEED THE VIN NUMBER OF THE VEHICLE YOU HAVE CHOSEN

3 TWILE SUBMIT THAT TO YOUR LIEN HOELDFER FOR THEIR APPROVAL OF THE SOC
4.YOU CAN STAY IN TOUCH WITH ME

CUSTOMER STATES

. THANK YOU | WILL

FEEPHONE LOG 05/22/2008 01118 PM Fastern Davlight Thme SHames Action Typolncoming call
WRITER CALLED LEGACY KIA AND LM FOR AN KNOBLOCK

1. PLEASE SEND ME THF NEW VIN NUMBER SO TMAY START PREPARING PAPERWORK
OYOUMAY FAXME LHEANVOICE FO 73225653137 HHANK YOU

*HEENOTES 0572772008 10:52 AM Eastern Davlight Time Slames Action Tvpe:Manager review
RECEIVED INVUICE FOR REPLACEMENIT VEHICLE :
SENT CUSTOMER SOC DOC TO SIGN AND FAX RACK

FEENOTES 46 02 2008 10:56 A0 Easters Day figivt Teme Shames Action TyperManager review
SENFTRADEOUT AUTHORIZATION AND 80O AGREEMENT TO [E A FR
WAITING TO RECEIVE SIGNED COPIES BACK

FEE PHONE LOG 06/02/2008 01:28 PM astern DPaytight Time Slames Action Type:incoming call
DAN KNOBLOCK FROM LEGACY KM CALLED LM REQUESTING A CALLBACK

WRITER CALLLD DAN KNOBLOUK WHO STATED




iKia Motors America
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Last name i ame VIN of 2007 SORENT: 4X4 Case Number  Mileage
mini— oicon I e yen
Proenix, NY- Prod. Date:  7/25/06 Dealer: NY058  Kia of Easl Syracuse

1. WE SEEMED TO HAVFE HIT A SNAG

2. TAM STILL WAITING TO GET SOC INFORMATION BACK FROM LIENHOLDER
3.1 WILL KEEP YOU POSTED '

WRITER STATES

1. THANK YOU. PLEASE DO

WRITER CALLED CUSTOMER AND STATED

-REITERATED ABOVE

- BEFORE | FORGET. | WILL NEED A COPY QF YOUR CURRENT REGISTRATION
. THE ONFE [ HAVE HHAS EXPIRED

. THANK YOU

CUSTOMER STATES

1. THANK YOU. | WILL FAX IT OVER TO YOU

L N

*+* PHONE LOG 06/09/2008 02:08 PM Fastern Daylight Time Sames Action Type:Quigoing call
WRITER CALLLED DAN KNOBLOCK AT NY058 AND STATED

1. YOU MAY CONTACT MIKE URITIA AT AMERICREDIT

2.PLEASE LET ME KNOW IF YOU NEED ANYTHING FURTHER

DAN STATES

L. THANK YOQU. | APPRECIATE IT

FEX PHONE LOG 00/ 1672008 10:01 AM Eastern Daylight Time Sljames Action Type:Omgoing call

WRITER CALLED NY058 AND SPOKE TO DAN KNOBLOCK WHO STATED

L1 CALLED THE GENTLEMEN YOU REFERRED ME TO AND | WAS RE-ROUTED TO A GENTLEMAN 1 WAS
ALREADY SPEAKING TO, IOE BADILLO

2.1 SPOKE TO HIM LAST WEEK AND AS SOON AS | GET OFF THIZ PHONE WITH YOU | WILL GIVE HIM A CALL
BACK

SEWHEOAD YO ONCT FHAVE SPOREN TO 1

MBI S TS

1. THANK YOU. I APPRECIATE ALL YOUR 1IELP IN THIS CASE

FEEPHONE LOG 06 25 2008 08:37 AM Faster Daxlight Time Sljames Action Ty pe:lrcoming call
WRITER CALTEER NYO3S AND SPOKE TO DAYN RKNOBLOCK WHOSTATLD

LEDIDGET THI T IEN AND TITLE RELEASED FOR THE 2007

ZISTILL ITAVE NOT RECEIVED THE SOC AGREEMENT BACK

SAWAKASSURED THA T FHE SOC AGREEMENT WOl THBFFFDEXD 1O

WRITER STATES

LOK LAPERECIATE 1

2 EWILL SEND FINS PACKAGE OUT AND JUST WAIT FOR THE SOC AGREEMENT

TPHONE LOG US 23 2008 12:12 PM Easiem Daylight Time Shames Action Fypetigomy calt
WRITER CALLED CUSTOMER AND LVM STATING

LEDID SPEAK W DAN KNOBLOCK THIS MORNING

2HE HEASTOLD VI THAT THF SOC HAS BEFN APPROVED

3. HE IS STILL WORKING ON GETTING THE SIGNED PAPERWORK BAUK

4 T WIHL BE SUBMITTING TINS PACKAGE TODAY

5 PLEASE DO NOT HESITATE TO CONTACT ME [F YOU NEFD ANYTHING TURTHER
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Last_name First name VIN of 2007 SORENTO LX 4X4 Case Number  Mileage
] kNDIC73647s N KI380642 3,084
Proenix, N‘_ Prod. Date:  7/25/06 Dealer: NY058  Kia of East Syracuse

*** NOTES 006/26/2008 10:18 AM Eastern Daylight Time Sljames Action Type:Manager review
PACKAGE SENT TO NCA

*** CASE CLOSE 06/26/2008 10:23 AM Eastern Daylight Time Sljames
PENDING CHECK FROM NCA

*** PHONE LOG 07/16/2008 03:34 PM Fastern Daylight Time Shames Action Type:Owigoing call
WRITER CALLED CUSTOMER AND STATED
l. 1HAVE SENT THE PACKAGE TO ISG

2. SOMEONE FROM ISG WILL BE IN TOUCH WITH YOU SOON TO ARRANGE A MEETING DATE FOR THE
VEHICLE EXCHANGE

CUSTOMER STATIL:S
1. THANK YOU. | APPRECIATE IT

dAE N AT AT e Amsa AR AR et s e LS R B 8 e




Kia Motors America
Consumer Aff47Rs Department
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
ﬁ KNDID736775 K1487149 2,300
San Marcos. CA! Prod. Date:  11/7/06 Dealer: CAI07  North County Kia

Case j‘!ii_t_(u'.}' Complaint Ren ATR a ccictanra
*** PHONE LOG 08/15/2008 10:00 AM US Mountain Standard Time KJohason Action Type:Incoming call
Customer Mrs. stated:

1-The PASSenger seat A]Rbag 15 not working consistently

2 - When my son sits in it. sometimes it comes on, sometimes it doesn't
3 - Heis 41" and weighs 90 pounds

4 - When | sit in it. sometimes it comes on. sometimes it doesn't

5 - I weigh 150 pounds

6 - The first time | took it 10 North County Kia. cal 07. they coutd not duplicate the conern and did not rep AL R

7 - Ifigured out that if | foosen the seat belt, lifi myselt up off the seat for 10 seconds. and then sit down the PASSenger seat

AIRvag will work

8 - The second time. they CND and said they could not do anything
9 - 1 broke down in tears

10 - When | think that my son or 1 could be killed because ihisA]Rbag isn't working right .

11 - So the SA [I don'i know his name] 1alked 10 some people and they lubed a sensor
12 - That didn't help

13 - On 8/13/08. we started working w/ the Customer Service Manager Hector

t4 - My husband kept saying replace the sensor: Hector kept saying this is an inlermittent problem: we cannol do that
IS - We said we were willing to leave the veh for a week lor them 1o duphicate

16 - The conversation escalated and my husband hung up on Hector

17 - We asc taking it in Monday and leaving it for o week
18 - They arc pulting us in 9 rental

19 - We love the car. but we have 10 have this fixed

200 - Have you bad other probloms w/ this?

Writer stated:
- Apologized
2 - Updated: no recalls

3-The OCS ia very comples system ol multiple sensors. wiring. and computer programming
4 - Kia does nov want deaiers fust throwing parts at a svstem il they cannot duphiate the complaint because i complicates the
diagnostic process

5 - Your son is right on the cusp of whether the system should activate
& - Recommendation may be that he should sit in back

T Wrier will dispaich case to regional ottice tor rcpA IR assisionce
&= Seme one <hould contact vou by the end of Tuesday
9 - WWnat. calt writer back and she will put you in' touch wi person taking over case

[t - Writer works ense by case and does not compile complaints

11 - Because of the complexity and newness of OCS. mdustry wide there have been complainis and manutacivrers are working
to address them
12 - Onee regional office imohved. Kia will have all possible diagnostic wuls noived

i3 - Provided case no. and extension
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Last name First name VIN of 2007 SORENTO LX 4X?2 Case Number  Mijleage
KNDID736775 | N K1487149 2,300

San Marcos, CA- Prod. Date:  11/7/06 Dealer: CA107  North County Kia

Called dlr .
Monique transferred wir to Greg. who transferred wir to Monique. who transferred wir to Hutch
Writer left VM for Huich requesting CB @ 46041

Writer seeking repA]R history at this time,

*** PHONE LOG 08/15/2008 10:04 AM US Mountain Standard Time KJohnson Action Type:Outgoing call
Called DPSM Darryt Trettin and left VM stating;

I - Veh going into North County Kia 3id time for QCS issue
2 - Dhspatching case
3 - No need to CB unless questions

*** PHONE LOG 08/15/2008% 03:05 PM US Mountain Standard Time Klohnson Action Type:Outgoing call
Called dir and teft VM requesting CB @, 46041

*#* NOTES 08/15/2008 03:00 PM US Mountain Standard Time KJohnson Action Type:Manager review
Writer dispatching to Western Region
. (a) for early intervention

{b) for repA]R assistance

(c} 10 comtact customer at 760-877-77606
Becanse
1 - 2007 Sorento, 2300 miles

2 - Going in on R/TRAOR for 3red complaint on ocCs svslem

FEEPHONE LOG AND STATUS CHANGE 082172008 07-47 AM Pacific Daslight Time APeckson Action Tvpe:Outgoing call

redreontacted cose & et sy b caii b,

*** PHONE 1.0G 08/25/200% 04:13 PM Pacilic Daylight Time APeckson Action Type:lncoming call
rean contacted cust:

1. what side diiv or PASS <ide
2. how is veh running now
3.1 could leave my contact info an your vmail. don'| pick up

LSt states:
1. veh is w/ me

. OCSIighI on PASS side

- light semeitmes comes on when somcone sits there
SN Iriermittent

- right now seems w be lixed

6. 1 don't have a pen right now i'm driviny

ok bwon't pick up thank vou

[T SR PR I

~1

*E PHONE LOG AND STATUS CHANGE 0R/25/72008 04:13 PM Pacific Davhigh Time APeckson Action Type:Outgoing call
rcaa contacted eust & lefl conaet info
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Last_name First name VIN of 2007 SORENTO LX 4X2 Case Number Mileage
KNDID736775 N Ki487149 2300
San Marcos. CA Prod. Date:  11/7/06 Dealer: CA107  North County Kia

cust cell # _

*** CASE CLOSE 08/25/2008 04:14 PM Pacific Daylight Time APeckson
cust tacall should OCS tight problem reoccur

*** CASE CLOSE 10/07/2008 09:06 AM US Mountain Standard Time JHirshfield




Kia Motors America
Consumer Aff4/Rs Department
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Last name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage
kNDID735185 TN K1566334 12,000
Virginia Beach, ﬂ- Prod. Date:  8/6/07 Dealer: VAO26  Lynnhaven Kia
Case History Complaint o ATR accicranes

*** PHONE LOG 03/18/2009 02:23 PM US Mountain Standard Time Sleon Action Type:lincoming call
Mr -taled:

1. took the car to Kia dealer for OC.S

2. Fwent to dealer and asked SVCM to come out when it was acting up

3. he did not come out

4. When Will/SVCA came out. it was working fine again

5. now it Iy acting up again

6. should | contact to BBB?

writer stated:

1. updated/ no open recall

2. sorry lor siuation

3. will check with dealer and call back

*** PHONE LOG 03/19/2009 09:34 AM US Mouniain Standard Time Seon Action Type:Outgoing call
Tommy/SVCM stated:
1. customer came in kast in Mar/10 - concern about water leak - could not duplicate

2. advised customer to remove after seat cover which can restrain A TR bag
3.1t was about a month ago. | am not sure if it was something to do with AFR bag light

4_2~3 times came for A TR bag light - it worked correctly every time
5.3 people sit on front seat. we never duplicate
. will call back after checking with SVCA

S PHONE 1.OG 034192000 62:16 PM HS Mountain Standard Time Sleon Action Tyvpe:lncoming call
Fommy SVON Rt messaee e calf bon b
1. 757-433-0136

FEEPHONE LOG 03/20:2000 07:10 AN US Moanain Standard Time R all Action Typeiinconving call
L EOE
I Restated concerns from abose
2 0n Wednesday | satin the car for wn hour and tried the seat in every posiion and Lam heavier than my wife
3 the whole time suid the A IRI\:\L_' sensor sid off
4 We went 10 the dir and the 1ech would not even come out and fook at my car because he said they already werked on it
3 The sensor comes o intermittenly- the service mer name is tommy
6 The dir was trying to tell me not to calt Kia for help

wrt stated

[ apodogizcd

2 You arc welcome to Sue is currently on the phone with another customer right now

3 according to the notes Soe s still wakting lor the service myr o call back

+ wrt will let Sue know that you calted and she will eall vou back onee she gets ahold of the sve mgr and has time 1o rescarch vour

st

.\'ir- stated

I Tam 190 s and sat in 1hat seat every position with my bottom straight on the sean and it still said off
2 Itis imermitken and it needs (o be fixed. please have Sue call me back on my cell ph
3 please Bave her leave aamessage with her call back s and ext & 60 dont answor




Kia Motors America

Consumer Aff4/Rs Department Page 2 of 11

Last_name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileage
] KNDJD735185 N K1566334 12,000
Virginia Beach. VA [N Prod. Date:  8/6/07 Dealer: VAO26  Lynnhaven Kia

*** PHONE LOG 03/20/2009 07:23 AM US Mountain Standard Time Sleon Action Type:Outgoing call
Tommy/SVCM stated: :
1. the day before yesterday customer came in at 6:30
2 our SVCA was here alone, so he could not go out to see
3. he needs to come back to verify the problem
4 F& 1 manager send e-mail 10 customer but we could not gel his response

*** PHONE LOG 03/20/2009 07:25 AM US Moumain Standard Time Sleon Action Type:Outgoing call
wriler left VM for customer 1o cali back

*** PHONE LOG 03/20/2009 08:20 AM US Mountain Standard Time SJeon Action Type:Incoming cali

My o

.1 do not like their service

2. when we where their it was about 1:30 and what they told me it that they do not want 1o see unless the sensor is not working
ploperlv

3. 1do not want to go back to that dealer

writer stated:

L. somy for silwation

2. reiterated what Tommy/SVOM siated

3. customer can take it 10 another Kia dealer

please call baek when the car is at the dealer again

o

T OARE O] OSE 0% 0 200 0890 AN TS Mo Standard Time STeon

#2ECASE CLOSE 04°09/2000 03:18 PM US Mountain Standard Time Hlieshficld
Tread 4 th.'lg review O --FH

""" FPRONL LOG 04,29, 2009 08:15 AM US Moumain Standurd lnm_ LColema Aciion Ty pe:ncoming call
Cust states:

- Suill having 2 pmh}cm with the PASSenum AIR bay tight coming on intermitientty.
Have taken veh o Dynnhaven Kia & Greenbriar Kia,

ynnhaven would not do anvthing & will o o bach there,

- Greenbrinr Kin was abke to (luphmle the light erming an sometimes. then woing off,

- But stated they did net know what 1o do about it.

. This needs wa be fixed.

. .\3m\ W ill‘ 1 MO el died while she was driving it & the dir there is not able to find amvthing wrony with the veh (K1382230)
§ Onele the okl ner st for D 2 dan had 2K mites on th s - oh,

v (g -

R ]

9. Dh wias not able to find 'mvlhuw wrong that time either.

I0. Bt there ix still a problem with the PASSengerAlR hag.

T Thope we get inan accident & the A1 bags do ot work so | ean sue Kia,




Kia Motors America
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Last name Fi an VIN of 2008 SORENTO 4X2 AT Case Number  Mileage
knpin73518s KIS66334 12,000

Virginia Beach. _ Prod. Date:  8/6/07 Dealer: VAD26  Lynnhaven Kia

Writer states:

1. Updated. no recalis.

2, Apologized for concerns with the veh.

3. Do not see where cust call us back when 100k veh to Greenbriar.

4. We can work with the dir to ensure all Kia's resources are being utilized to rep AL R the veh including teeh assistance, DPSM
& FTR if necessary.
5. When vch gets back 1o VA, piease schedule appt with Greenbriar & let writer know.

6. Writer will follow up with dir & waork with dir to get veh rep AT Red.
7. Writer tried to provide case number & writer's contact info. {cust did not have anything to write with)

Cust states:
1. If veh makes it back from MO. will take veh to Greenbriar & call writer back.

*** CASE CLOSE 04/29/2009 68:16 AM US Mountain Standard Time LColema
AIR bag light concern

*** PHONE LOG 06/30/2009 09:44 AM US Mountain Standard Time TShamburger Action Type:Incoming call
Mr Tatomir cailed ---

1. the AIRbag on PASSengerside does not work and its a bull (s—-) story you guys are giving me

2 2200 Ibs person sat in the seat and it didnt go off.

wil states

b apologized. 1 see vou ealted about this in april and tinda ask voil to call us when veh went back 1o dir
2 did you take veh back vet 1o dly?

3even  a 200lb person has o sit in seal properly

cust s1tes

Vi think i did but i didnt call vou guvs. vou werent going to do anything about it.

2vou dont harve o < correethy i ear. iy paremis have <ame car and vau ean lay down in scat and the lieht wilt vo of <l
W SLHEe

I you parems veh needs 1o be seen at dir i its doing that. you have o it properly for the light to go off.

2 advise cust thar when vel woes 10 dir. writer will address 4 [Rhag Fight.
cust states
b dont believe vou guvs. youo dont have we seat correcthy.

by e an appt an die temorraw or ano ~Tars issoe and the 4 IRI\;!;;, shey said b just bring it in. so i aking it in ai 9 or 10am
wrt states

. - - - . . .
Fan order for the Athng to work as design 1o protect the PA;SScn-__’er wnan accrdent, you have 1o sitin seal properly.

2 advise cust 1o read manual on Aleng_

3 will cadk dir tomorrow on vour cor

CUusk slates

Y i want a supervisor, jis fust a story vou are zivig me!
2 thisis not vight! Fwil) ke wish BBEB.

W sIates

1 you can speak 1o my supervisor let me sce if he is avail

Wil states
Emy supervisor Lhomas s not as il woter can transier ARUTIVY TN AN
wrt ramslered cust to VM to Thomas Morales ream lead,




Kia Motors America
Consumer Aff4IRs Department

Paged of 11
Last_name First name VIN of 2008 SORENTQ 4X2 AT Case Number Mileage
KNDIDT35185| N K 1566334 12,000

Virginia Beach.ﬁi Prod. Date:  8/6/07 Dealer: VAD26  Lynnhaven Kia

I.ITALKED TO SOMEONE LAST WEEK ABOUT MY 1SSUE

2.MY AIR BAG LIGHT WILL NOT GO OFF NO MATTER WHO IS SITTING IN MY SEAT

3.I'M TAKING THE VEH TO THE DLR TODAY AND THEY SAID THEY DIDN'T HAVE A LOANER FOR ME
4. THE DLR SAID I SHOULD CALL YOU TO GET ONE AUTH

3-'M ALSO HAVING A ISSUE WITH THE VEH STARTING SOMETIME'S AND [ NOISE IN THE FRONT END

WRITER ADVISED:

1. APOLOGIZED FOR PROBLEM

2.1 DO SHOW YOU HAVE A OPEN CASE WiTH TAMMY

3.1 WILL DOC YOUR CALL AND I'M SURE SHE WILL LOOK INTO THIS FOR YOU

4. RENTAL VEH'S ARE NOT A PROVISION OF OUR WARRANTY BUT WE CAN REVIEW TIHEM ON A CASE BY
CASE BASIS ONCE THE DLR CAN DIAGNOSE YOUR CONCERN

5. WE ALSO OVERSEE TH1: REPAIR'S OR DIAG ON THE VEH
6. I'M SURE TAMMY WILL BE IN TOUCH

CUST STATED:
1. OK THANKS

*** PHONE LOG 07/06/2009 08:34 AM US Mounlain Standard Time TShamburger Action Type:Incoming call
wrt called Greenbrier Kia and LVM for sve mgr Joe

wrt stales

1 this is Tammy FCM (o | 800-333-4542_ Ielt ext.

2 Jeft cust name vin® and concern. trving 1o follow-up on diagnosis.

3 please call writer.

call ended,

#E PHONE LOG 07/08/2009 06:30 AM US Mosntain Standard Time TShamburger Action Type:Outgoing call
Wit calied Greenbunes Ko VN For a e myr foe

M STais

Fihis is Tammy FOM (@ 1 800-333-4542 left oxt.

2 left cust ey ins and concern, trying to foHow-up on diagnesis.

3 please call writer.

enll endedl.

FEEPHONL LOG 0708 2009 07:37 AM US Mountain Stundard Time TShamburger Action Ty pe:tncoming call

Joe sve myr called writer back

Joe siates:

Lthe cust didit show up on manday and he was suppose e come in this morning and  veh is not here vel.

2 this couple slways make appt and dont show. or they just show up but dont wan 1o beave car and we can dup their concern.

3 llwAlleg iight on PASScngc:‘sidc goes on and ol but again they need o lemve cor with us fonger O make sheir appts
W Stales

t ok thank vou,

FEENOTES 070872007 07:38 AM US Mountain Standard Fime TShamburger Action Type:Managoer review
Ervor correction hailer 2 we cam dip the custamer’s concern”
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Last_name i VIN of 2008 SORENTO 4X2 AT Case Number  Mileage
ﬂ KNDID735185 | Ki566334 12,000
Virginia Beach. VA_ Prod. Date:  8/6/07 Dealer: VAO26 Lynnhaven Kia

*** PHONE LOG 07/09/2009 08:01 AM US Mountain Standard Time WThompson Action Type:lncoming call
Customer states:

1. 1 don't have time 10 have the driver look at the vehicle.

2. 1 will not go to the dealer until I am premised that I will be given a rental vehicle.

3. Fwant (o file for Lemon Law for this has been going on for too long.

Writer states:

b, Kia does not have a provision for rentals Kia does assist wiih rentals on case by case basis.

2. Delaer needs 1o be able 10 see the vehicte to be able 1o see if they are able 1o dulpicate the problem.
3. Writer can follow up with the DPSM and see if he would be wiltling to assist with a rental vehicle.
4. FCM will then follow up with the customer

*** PHONE LOG 07/09/2009 08:11 AM US Mountain Standard Time TShamburger Action Type:Qutgoing call
wit called 7579710142 and LVM -

¥ call writer when you have veh at kia dir.

2. left 1 800 and ext. and cased

*** NOTES 07/69/2009 08:13 AM US Mountain Standard Time TShamburger Action Type:Manager review
Clarify notes with writer Leaving a msg for cust is before Wendy's documentation. cust calted back to fast for comments to be in
order.

*** PHONE LOG 07/14/2009 09:10 AM US Mounmiain Standard Time ATorres Action Type:incommg call
Cst states:
. May | speak 10 Tammy.

Wit states:
FOWAH sce il she s avaibable, 1 aen v o car Bhe e \ v

(sl states:
l. Yes,

*E® PHONE LOG 07102009 150 AM U'S Mountain Standard Time Sleon Action Typelncoming call
customer stated:
Iocan Fspeak o Fammy FOM?

writer warm wanslerred customer w Fammy

FEEPHONE FOG O 142000 1210 PM VS Maontain Standard Time TShamburger Action Tvpe:Incoming call

Mr ranstered by Suc 1o Writer
Mr skales

by car still not st div becaose the div said they necd veh before they can address o rental. they have 10 diagnose the Athag
and nu start problem

2 the car does not always react for the wo stuart, sinee Priday i1 has not dore 3 again. it can be about thice days or so betore it
decides not to start apain.

3.1 was going to take veh to dir on friday but once im there § have te wait Tor them 10 diagnose it before they address a rental.




Kia Motors America

Consumer Aff4IRs Department Page 6 of 11

Last name First name VIN of 2008 SORENTO 4X2 AT Case Number  Mileage
Virgima Beach. _ Prod. Date:  8/6/07 Dealer: VAQ26  Lynnhaven Kia
4 cust reiterated the whole concern again,

5 I spoke to Tom at your place your supervisor.and he told me if people sit on the seat and it works and does not work  that
means there is a problem with car.

6 1think you guys just need to change the sensors and then it will be repAIRed. my parents car does not have this problem and
they have the same exact car.

wrl states
1 im sorry. but your warr does not cover rentals and veh has to be seen by dlr first before we can address a remal

2 dlr has to verify there is a warranty repAlR On car.
3 the mfr would not just tell dir to change the sensor, what if  that does not fix the car. mft does not just throw parts at car hoping
that will I'CpA]R the car.

4 call write when you make appt and have car looked at. iFvou need a ride now. you would have to find other means of
transportation until dir can look at your car and diagnose it.
cust stalse

Pwhat i will do is when veh will not stars. will just have RSA 1ow veh into dlr and maybe then they can verify the probtem.
2 ok thank you

*** EMAIL OUT _ TShamburger Action Type:External email
Send 10:f TNassar(tiktausa.com]
Tom Nassar

Fust wanted 1o make you aware of this customer. he is siving this dir a bad time on hix PASSCngm'side Aleag [teht.
Customer feels kia needs (0 give bim a rental before dir even diagnosis his econcern and writer exp to cust we need to verily the

problem. The dir Feels cust just wanis out of car, The AIRbag was looked at at another dir and they said it worked. Cust states it
doesnt. He now is rying to work with Greenbrier Kia but does not leave veh there long enough. The cusi wite said veh does not
start periodically but net alwaxs. and the AIRhag fights goes on? of . Cust ear i< not at dlr ver, but waned 10 give vou a heads up

i Ehiis Clsbner e wase LI

Tammy 46370

You have been sent a Kia Consumer Assistance Case for your reference and action a< may be noted i the Case. 1 ik has been

el ke vor in error. please notity the Kia Consumer AtE4 TR Dept. at 449 4684619 AND delete this el

The uttached Case s tre exclusive property of Kise Motors Anserien and i Conlidentiol A Proprictens docwnet. 1 is not (o be
diztributed or disseminated to any third party without the express writien consent of Kia Motors America,

File Atachment:
Ceepubs ElnOBY CA Awchments' Seadt listory' Case K 156633 TShambureer 072 1422009130002 oy

EEECASE C]OSE 07 1377000 1795 PA LS Manniain Stanedavd Time TShambarer

X PHONE TOG 0203009 1027 AM TIS Mewniain Standased Time | Colema Action Tune locomine ecall
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KNDID735185 K1566334 12,000

Virginia Beach. VA! Prod. Date:  8/6/07 Dealer: VA026  Lynnhaven Kia

3. ljust dropped my veh off at Lynnhaven Kia.
4. Tammy wanied to know when | had done that.

Writer states:
1. Ok, I will relay the message to Tammy.,

*** PHONE LOG 07/15/2009 11:02 AM US Mountain Standard Time TShamburger Action Type:Outgoing call

wit called Lymohaven Kia and asked for sve mgr. told sve mgr not in. Glenn states

1 domt see cust is here.

2 o they are here. just not written up yet. sve adv is William

wrl states

I can i sprak to William

wit stales 1o sve adv William

1 did cust make an appt?

2 was veh tow in?

3 did cust just drive up to dir and want you 1o check it

William states

1 cust just drove up with car. no appt.

2 she said car would not start and she kept trying it until it started and she said the rpms went up. i exp to her it would since she
kept trying to srart car.

3 we have not look at veh yet. just going to write it up.

4 cust said they tried another dir

wit states

1 yes. this cust has a habiv of making appt and not showing up or just driving up and wani veh diagnosed and fix right away.
2 will call later on diagnosis,

3 thank you. call ended

FEXNOTES 07/15/2009 11:09 AM LIS Mountain Standard Time TShamburger Action Type:Manager review
Tom Nassar email writer vesterday 07 142000

Gior i Yondisd cveny thing il

Hopetully the customer will give the dealer a chance 1o look at 1he vehicte,

FEEPHONT LOG 71572000 1T AM TS Momnain Staxdard Time TShamburaer Action Type:Ouizoing call

wrt catled Tom Nassar and stated

I vch now at Lynnhaven kia

2 custdrove up. diein make an appt, and didnt ow el writer advise hishand 1o 1ow 1 m when it does not start, but they didng
do that.

3 dir has not looked it it yel. they are just writing it up.

Tom states

I ok thank vou for letting me know. ihis cust went 1o this dir belore,

**2 PHONE 1.OG 07/15/2009 01:09 PM 1S Mountain Standard Time TShamburger Action Type:Ouigoing cail
wrt called Lynnhaven Kia and spoke to Wiltiam

W Rfates

I did you have o chance 10 check veh ou.

William staies

L.no. i told cust 1 probably woukd not be able 10 ace veh uitil tomorros and i put tham in a rental.
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Virginia Beach. VA. Prod. Date:  8/6/07 Dealer: VAO26  Lynnhaven Kia

wrl states
1 ok will call you back tomorrow.

*** PHONE LOG 07/20/2009 11:28 AM US Mountain Standard Time WThompsoen Action Type:incoming call
Customer states:

i. F got the vehicle back today.

2, Fhave contacied an attomey about this vehicle.

3. Tam filing for lemon law.

4. The dealer told me that they were not able to duplicate the problem.

Writer siates:

1. Apologize for the problem.

2. The dealer needs 1o be able to duplicate the problem.
3. For them 10 lix the vehicle.

4. As a consumer il is your righi to get an atiomey.

5. Problem has 1o be duplicate.

*** PHONE LOG 07/20/2009 11:46 AM US Mountain Standard Time TShamburger Action Type:Ouigoing call
wrt called Lynithaven Kia and asked for sve mgr.

LVM to Tommy Thompson

I cusi beought in veh and there were no duplication according 10 cust

2 can you just call writer back on 1his cust last diagnosis at your dir.

3. feft cust name, vink. ext to writer

FEEPHONE TOG T 22 2000 05:5% AN U'S Mountain Stndard Time SEares Aelioe Type:tieeming call
CUNTONE R SEVILS,

LPAMTRYING 1O GET A HOLD OF TAMMY

2 EDO NOT KNOW WIIAT IS GOING ON WITH MY SITUATION

WRITFR STATES.

EREVIEWLED FILE T LOOKS LIKE TAMMY IS WAITING FOR OUR REPTOBIINVOILVED,
2EAMNOTSURL A SHE IS AVAIL NOW. BUT THAT IS THE MOST UPDATED INFORMATION
JTCANTIEAR HER ON FHE PHONE,

CUSTOMER STALES.
I WELL TWOULD EIKE TO DEAL WITH HER REGARDING THIS SFTUATION

WRITER FRANSEFRIRED FO VM,

PSS LOce 20 200w a4 AN LS Mountas Suindard iore IShamburger b by preUutgommyg cait
wrt cilled Tom Noassar and staed:
1 sve mgr did not call writer back and writer leti msg on Monday.,
2 this cust saad dlv could not duplicaie a problem. abready exp to customer dir will not just throw parts at ¢ar. they need a verifiable
problem
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Virginia Beach, VAN Prod. Date:  8/6/07 Dealer: VAG26 Lynnhaven Kia

3. just wanted to know if you spoke to sve myr at this dlr about customer.

4 T mentioned 10 you cust dropped veh off at this dir this last time again, without an appt
5 writer could not confirm with svc mer il there was no dup concemn again at this time.
Tom states

I send me the case. will check with sve mgr and get back with you.

**+* EMAIL OUT _ FShamburger Action Type:External email
Send to:finassar@kiausa.com)
Tom Nassar.,

This is the customer that keeps clhiming something is wrong with PASSengcrside A]Rbag. and dli's are saying nothing is
wrong, and that cust wifc now says there is a no start problem and dir cant verily that either. Writer did not get a hold of sve mgr
yet to see what is the last diagnosis. can you check on this and call writer back so i can call customer back.

Tammy 46576

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

sent to you in ervor. please notify the Kia Consumer AfA TR Dept. a1 949.468 4619 AND defete this email.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprictary documenl. I is not to be
distributed or disseminated o any third party without the express written consenl of Kia Motors Amcrica.

<<File Attachment:
Weopubs\ClarifyOBRCA  Auachiments\SendthistorCase K1566334 TShambuirger, 07-22-2009073240.doc>>

¥ PHONIE 1.0OG G7°22°2000 011:20 PM S Mounain Standard Time TShamburger Action Type:Incoming cali

Mr -dllccl and EANM -

1 please call me back regarding the di's last diaenosis.

= PHONE LOG 0722 2000 01:24 PM 1S Mountain Standard Time TShamburger Action Ty peutgoing call
Wri called Lynnhaven Kia and spoke to William

William states

Vi personally drove veh and started this car 75x and veh started cVery time.

2 we had an wrvay of individuals it in the car and the A th;ig fight weni of every time,

3 no problems found aceept door handle stiching and we order paues For that. the busband told wife nor 1o st it bt she did and
drone vehin,

4 50 ¢ is with them apain.

wrt thanked William

T PHONLE LOG 07/24/2009 11:10 AM US Mouniain Standard Time ‘TShamburger Action Type:Cutgoing call
wri cabled Lynnhaven Kia and spoke to Sve mgr Fommy
Tommy states
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Last name First name VIN of 2008 SORENTO 4X2 AT Case Number Mileaye
KNDID735185 [ N K 1566334 12,000
Virginia Beach, _ Prod. Date:  8/6/07 Dealer: VAG26  Lynnhaven Kia

3 cust always just drives up and wife gives a fit
wrt states

I ok thank you, will let cust know. no repA]R without a problem with car. thank you

*** PHONE LOG 07/24/2009 11:15 AM US Mountain Standard Time TShamburger Action Type:Qutgoing call
wit catled Mr -and stated:

1 had 1o wail to speak to dir sve mgr and kia rep

2 the car would not react for this dir either. and dIr sve adv said he tried veh 75 to start it and veh started every time.

3 advise cust no rc:pA]R is done accept your door handle that was not working dir said they will instal! that.
cust stales

I thank you for calling me back. i will have door handted instaled Monday

2 thank you again call ended.

*** CASE CLOSE 07/24/2009 11:15 AM US Mountain Standard Time TShamburger

**¥ NOTES 07/24/2000 02:21 PM US Mountain Standard Time TShamburger Action Type:Manager review
Foward to region for handling and review **#ssersrares

b dpsm email writer and stated this dir also could not dup the crst no start and PASSengerside AIRbag light concern.
2 cust repeatedly mentioned hive a law yer for his car,

3 1wo dir's coukd not duplicaie 1he concerns cust siated.

4 please review case and take a proactive approach. though writer exp again and again dlr needs something to go on,

Email trom Tom Nassar:
I spoke to William at Lynnhaven VAD26 who is very familiar with the vehicic and customer.
Wil st His ey hune never been abhe 1o diplivate o ver iy e coslamers concerns

S hatidic concs i o cust Uicals

FEE FORWARD 0728 2000 0736 AM Pacilic Daylight Time MPleifer

FEEPHONE LOG 07/29/2009 09:20 AM Eastern Daylight Time Sljames Action Type:Outgaing call
RCAA CALLED AND LVYM REQUIRING A RETURN CALL

PR PHONL LOG U724, 2000 0931 AM Eastern Daylight Time Sljmmes Action Typeslncoming call

CSTOALLED RUAA AND SIALED

LIWOULD JUST LIKE THES ATR BAG CONCERN REPATRID

2T WE GEF INTO AN ACCIENT SOMEONE CAN SUE M1

FANVTRVDEALER RS T LING US WENLED TO GLT 5l SEAL RLP AT D

4. THE DEALER KEEPS SAYING THAT THERE IS NOTHING WRONG WITH THI VEHICLE AND THEY NEVER
REPATIR ANYTIING

3 MY MOTHER HAS THIS SAME CONCERN AND WE HAVE CALLED EVERYBODY ABOUT THIS

A TWITE TAKE TIH VITIICT 1 01T AND RTIRN THHS 132829400
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Last name First name ViIN of 2008 SORENTO 4X2 AT Case Number Mileage
kNDID735185 K1566334 12,000
Virginia Beach, _ Prod. Date:  8/6/07 Dealer: VAO26  Lynnhaven Kia

RCAA STATES

1. THANK YOU FOR RETURNING MY CALL

2. T APOLOGIZE FOR YOUR CONCERNS

3.IF THE DEALER [S NOT FINDING A PROBLEM. THEY WILL NOT REPLACE PARTS

4. IF YOUR MOTHER HAS THIS CONCERN SHE NEEDS TO HAVE HER VEHICLE LOOKED AT

5. PLEASE DO NOT USE THAT TYPE OF LANGUAGE WITH ME. 1 AM SPEAKING TO YOU IN A CALM AND POLITE
MANNER

6. 1 KNOW THIS IS FRUSTRATING FOR YOU AND 1 CAN ARRANGE TO HAVE THE VEHICLE LOOKED AT AGAIN

BUT IF THERE 1S NO CONCERN IS FOUND NO REPAIRS WILL BE MADE

*** PHONE LOG 07/29/2009 10:27 AM Eastern Daylight Time Sljames Action Type:Incoming call
RCAA CALLED VAG05 AND SPOKE TO WILLIAM WHO STATED

1.HAD THE OCS REPROGRAM BUT BEFORE AND AFTER THAT WE HAVE NEVER BEEN ABLE TO DUPLICATE
CONCERN

2. SHE CAME IN ONE TIME FOR THI: AfR BAG CONCERN AND | TOLIDYHER I WOULD WALK OVER FO SEE THE
CONCERN WITH HER AND SITE INSISTED THAT | DiD NOT

3.1DID AND SHE HAD A PASSENGER SITTING IN THE VEHICLE AND IT WAS OPERATING CORRECTLY
4. SHE COMPLAINED ABOUT THE NO START CONCERN AND THAT HAS NEVER BEEN DUPLICATED

3- WE DID EXPLAIN TO HER THAT IF IT DID NOT START AGAIN TO NOT TRY AND START IT BUT HAVE IT
TOWED IN HERE BUT SHE -

6. SHE INFORMED US THAT SHE WAS NOT WAITING FOR A TOW TRUCK

7. WE HAVE NEVER BEEN ABLE TO DUPLICATE ANY OF THEIR CONCERNS

8. LHAVE PROVIDED HER WITH A RENTAL EVERY TIMF S HAS BEEN IN HERE TO TRY AND MAKE HER
HAPPY

CSTOMR, IR, C A} 11D AND STATED

1. YOU SPOKE TO MY WIFIE ABOUT TINS CONCERN

2N AR NOLDaNING 0 IR G cone g s

3. WE ASKED THEM TO REPLACE THE SENSOR BUT | WAS TOLD BY TAMMY AT THE CALL CENTER NO
BECAUSE IT WOULD KIA MONEY TO DO THAT

4. WELL IT DOES NOT HAPPEN ALL THE TIME AND IF YOUR NOT GOING TO REPAIR IT whHY WOULD I TAKE
NG

SOWELL THANK YOU EWILL NOT BE TAKING I'T BACK N

RCAA STATES

I. YES I DID

2 LAPOLOGIZL

3. WE WOULD NOT REPLACE ANYTHING UNLESS 1 IS NECESSARY TO DO SO AND WE WOULDN'T REFUSE TO
REPLACE A PART BLCAUST IT WOULD COST MONTY

4. 1DID OFFER YOUR WIFE THE OPPORTUNITY TO HAVE THE VEICLE LOOKED AT AGAIN BUT [F THERE 18 NO
CONCERN NO REPALRS WOULD BE MADE

3. IFTHE CONCERN DOES NOT PRESENT ITSELF W1 WILL NOT MAKE ANY REPA RS




Kia Motors America
Consumer Aff4IRs Department

Page 1 of 5
Last name First pame VIN of 2007 SORENTO 4X2 AT Case Number Mileage

] kNDID73667S [ K1342891 6,700
Chickamunga, GA- Prod. Date:  10/26/06 Deater: GA0O60 Prebul Kia of Dalton

Case History Complaint ., ATR accictanes
*** PHONE 1.OG 08/03/2007 09:52 AM US$ Mountain Standard Time TShamburger

customer N calted  ---

1. lheAIRbag light stays on when my wife sits on seat.
2. and my wife sat in front of the dir serv dept and they ordered 2 seat
3 the seal was installed and my wife sat in seat and (he light would not go off.

4. again, my wife sits on the scat squarely and still the light will be on, I ask if the AIRbag will work for my wife with light on.
5 and they said yes, it that right,

wrt states

! im sorry will make a note of this complaint.

2 but your wife has to sit correctly as manual stated for the light to go away.

3 the AIRbag if saying OFF will rot deploy in an accident.
4 did you let dIr know your light is still on for your wife?

cust states

I the dlr said today they would call me back afier they chk with kia tech's
2 will see what they say.

wrt states

1 when you go back to dir Mr Teems call back wrt

2 and wrt will oversee this next repAI R
3 gave cust the case number and wrt ext
call ended.

*** PHONE LOG 08/07/2007 11:32 AM US Mountain Standard Time TShamburger Action Type:Outgoing call
wrt called Prebul Kiz of Dalton and left  msg with SA Joe.

1. can you have SM call wrt about this veh.

2 teft cusl name, vin# and wn ext and case number.

*** PHONE LOG 08/07/2007 11:46 AM US Mountain Standard Time TShamburger Action Type: Incoming calt
SM Adam catled wrt back  ---
SM states

{ techline said iq us they know of a concern and are wailing on & repAIR.

2 and techline said not do anything with veh right now, kia working on a rep IR,
wrl states

1 ok thank you. will let dpsm ksrow this.

call ended.

*** PHONE LOG 08/07/2007 11:51 AM US Mountain Standard Time TShamburger Action Type:Outgoing call
wrt called Matt Myers and LVM -—

1 exp cust not happy with veh and does not want to drive it if kia cant fix the A]Rbag on PASSengerside for his wife.

2 the SM at dir said techline working on a rep AL R solution but there is non currently.
3 wrt foward case 1o region for handling.

4 cust is saying wife is not safe in front seat i there is no AIRbag there for her,
5 will email you the case,
0 see case notes.

ELCMAT OWIT  TQhamhuraor & ctinn TinarFytarnal camarl
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I KNDID 73667 KI342891 6,700
Chickamunga, GA! Prod. Date:  10/26/06 Dealer: GA0S0  Prebul Kia of Dalton

been sent 1o you in error, please notify the Kia Consumer AfEATRs Dept. at 949.595,5802 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 to any third party without the express written consent of Kia Motors America.

<<File Attachment:
\\copubs\ClarifyOBJ\CA_Altachmems\ScndHistory\Case_Kl 342891_TShamburger 08-07-2007124819.doc>>

*** NOTES 08/07/2007 02:20 PM US Mountain Standard Time TShamburger Action Type:Manager review

Foward to region for handling and review #*=Fsmiotrs s s kdkbohdonkriok s
I cust not happy that vehicle PASSengerside AIRvsg light will not go OFF for his wife.

2 SM states kia working on a repAIR solution but has none currently.
3 cust is not happy that veh is unsafe to drive for his wife and wants something done.

4 cust does not want veh if not repAIRed soon.

5 dir is fold currently not to attempt to repAIR vehicle until they have a repAIR solution for dir,
6 see case notes.
7. cust looking for a solution from KMA now.

*** NOTES 08/14/2007 08:46 AM Eastern Daylight Time YEpps Action Type:Manager review
t. Customer took the vehicle to GAD60 on 8/11/07 with the concern current.

2, The customer sat in two other 2007 Sorentos, and the A]Rbag light operated correctly.
3. FTR suggested that the dealer replace the customer’s seat bottom with that from one of the vehicles tested on 8/11.
4. Writer called Adam at GA060 and left a message reguesting a call back.

=2 PHONE LOG 08/14/2007 09:11 AM Easiern Daylight Time YEpps Action Type:Ouigoing call
Writer called customer (IR who stated:

1. have had the vehicle for 3 or 4 months.

2. problem is intermitient.

3. have had the light stay on with my wife in the seat and sometimes when 1 am in the seat.

4. dealer replaced the seal bottom a week ago.

5. when T went fo the dealer on Saturday, the other cars worked at first. but they started doing it too.

Writer stated:

. apologized.

- advised of the SM at GA060 stared:

- will contact the DPSM and advise of what you said.

- will call back once I speak to him and Adam and decide the course of action.

Bl N -

Customer apgreed.

*** NOTES 08/27/2007 07:34 AM Eastern Daylight Time YEpps Action Type:Manager review
1. Writer spoke to Adam o GAO60 who stated that the cusiomer sal in other vehictes with the sales manager.

2. Per the sales manager, the OCS light worked correctly in the other vehicles.
3. Adam will test other vehicles with the customer.
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*** PHONE LOG 08/27/2007 08:45 AM Eastern Daylight Time YEpps Action Type:Incoming call
Adam at GAQ60 called writer and stated:

1. someone from corporate came and reflashed the O CS.
2. customer has had no problems since.

3. will fax rcpAIR orders.

*** NOTES 08/29/2007 09:33 AM Eastern Daylight Time YEpps Action Type:Manager review
}. Writer received the repAI R orders from GACK0,
2. Adam at GAOGO called writer and left a message stating that the customer says that the QCS light is still not operational.

*** PHONE LOG 08/29/2007 09:34 AM Eastern Daylight Time YEpps Action Type:Outgoing call
Writer called Adam at GAG60 and a fax picked up.

*** PHONE LOG 08/29/2007 09:38 AM Eastern Daylight Time YEpps Action Type:Outgoing call
Writer called Adam at GAO60 and lefi a message requesting a call back.

*** PHONE LOG 09/04/2007 02:20 PM Eastern Daylight Time YEpps Action Type:Outgoing cali
Writer called Adam at GAO60 and lefi 2 message requesting a call back.

*** PHONE LOG 09/12/2007 11:32 AM Eastern Daylight Time YEpps Action Type:Outgeing call
Writer called customer and lefi a message requesting a call back.

*** CASE CLOSE 09/26/2007 03:10 PM Eastern Daylight Time YEpps

*** CASE CLOSE 10/03/2007 02:43 PM Pacific Daylight Time JeffStroup
tread review complele

*** PHONE LOG 11/14/2007 01:40 PM US Mountain Standard Time CHant Action Type:Outgoing call
cust marshall called

. we have an 07 sorrento

- we've taken the veh to the dir several times to have it worked on

- they hav't resolved the problem

. 1 spoke w/ the GM yesterday -- he suggested i call and speak w/ you

- he said you could buy the veh back or swap it out for ancther veh

- the PASSenger AIRbag light keeps coming on

- we've had the FTR reser it for a heavier weight
8. he told me that they may have a fix for it at the end of september
9. the torque convertor also would need to be replaced

I

b B= AR Y N P RN
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| KNDID736675 K1342891 6,700
Chickamunga, G_ Prod. Date:  10/26/06 Dealer: GA0O60 Prebul Kia of Dalton

1. apologize

2. advised kia will stand behind the mfr warranty and work to rePAIR the veh
3. advised of policies in WCIM regarding re-purchases

4. will forward request to appropriate dept for further handling/notification

5. provided case#

cust understood -- call ended

*** NOTES 11/14/2007 01:41 PM US Mountain Standard Time CHarl Action Type:Manager review
** correction -- INCOMING CALL **

*** NOTES 11/14/2007 01:43 PM US Mountain Standard Time CHart Action Type:Manager review
forwarding to region for further handling

1. cust called requesting buybacl/repurchase at recommendation of General Manager of dir

2. wrt provided policy from WCIM

3. cust indicates dir not able to fix veh OCS/AIRbag
4. cust insistent upon receiving buyback

5. {{ YEpps previously handling case for same concem ))
6. forwarding to region for further handling

**¥* PHONE LOG 11/16/2007 10:49 AM US Mountain Standard Time UValencia Action Type:incoming call
caller states ~

1.- I called wednesday about the buyback of my car

2.-lhaveacase #

wrt states

.- apulogized

2.~ advised that YEpps is currently werking on case
3.- provided Y Epps ph#t

4 .- cst thanked wrt for information

*** PHONE LOG 11/16/2007 04:23 PM Eastern Daylight Fimc YEpps Action Type:incoming call
1. Customer called writer and lefi a message requesting a call back.
2. Writer cailed customer and left 2 message requesting a call back.

&£ PHONE LOG 11/20/2007 07:35 AM US Mountain Standard Time MTrem Action Type:Incoming cait
Caller Mr. T siates:

1. do you have the phonc number to contact YEpps

2. she has the case on my car

writer states:

1. provided 800 # and extension

caller thanked writer and disconnected

*** NOTES 12/13/2007 12:21 PM Eastern Daylight Time YEpps Action Type:Manager review
Writer received a BBB start date.
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*** NOTES 12/18/2007 12:41 PM Eastern Daylight Time YEpps Action Type:Manager review
Writer sent the response o the BBB.

% NOTES 01/02/2008 03:28 PM Eastern Daylight Time YEpps Action Type:Manager review
BBB closed the case.

*#* NOTES (1/03/2008 09:43 AM Pacific Daylight Time CFurumeto Action Type:Correspondence rec.
NCA received certified letter from customer.

1. Same complaint as above.

2. Customer also states transmission does not work right and there is a noise coming from the steering wheel area.
3. Customer feels vehicle is not safe to drive. ‘

4. Customer allowing one final repAIR and will seek relief under LL if vehicle cannot be repAIRcd.

Scanned and dispatched to region for further handling.

-

:

**¥ NOTES 01/07/2008 09:31 AM Eastern Daylighr Time YEpps Action Type:Manager review
Writer sent the FTR request to the FTR & DPSM. i
{

**¥* NOTES 01/08/2008 09:34 AM Eastern Daylight Time YEpps Action Type:Manager review
1. CTR will reflash the vehicle on 1/21/07.

2. Writer called Adam at GA060 and set an appointment for 1/21/07 at 11am.
" 3. Writer sent the customer a letier advising of the appointment. *

*** COMMIT 01/08/2008 09:47 AM Eastern Daylight Time YEpps Action Type:Callback Required

. ¥** CASE CLOSE 01/08/2008 09:59 AM Fastern Daylight Time YEpps

#** NOTES 01/23/2008 12:03 PM Eastern Daylight Time JWright Action Type:Manager review
Writer received e-mail from Y Epps:

1. According to CTR(T. Peters) customers vehicle has been reflashed.

*** CASE CLOSE 01/23/2008 12:05 PM Eastern Daytight Tine JWright
Case closed pending further contact from customer.




Kia Motors America
Consumer Aff4IRs Department

Page 1 of2
Last name First name VIN of 2008 SORENTO 4X2 EX Case Number  Mileage
KNDJD736X85- K1558045 27,830
Banning, C_ Prod. Date:  5/15/7 Dealer: CA137 Permis Valley Kia
Case HiSlD! v COmplaint Dran/‘ ’P Accictansrs

*** PHONE LOG 02/25/2009 05:15 PM US Mountain Standard Time HReynoids
Ms. - Stated:

PASSenger side AIR bag light stays on when sitting

took it to Kia of La Quinta 3x

they said that it is common problem for Kia that kia need fo come up with fix for
dealer said that they are waiting for kia have recall on this

Kia of La Quinta is no longer kia dealership

AIRbag light stitl not working

g W=

Writer stated:
_ updated/no open recatt
apology for situation
advised, no outstanding recall on vehicle as of
advised, call this office back after drop the car off at kia dealer
will follow up with dealer for status
provided # for Perris Valley Kia
provided ref#

NO AW =

***¥ CASE CLOSE 02/25/2009 05:15 PM US Mountain Standard Time HReynolds

*E pH 03/02/2609 11:34 AM US Mountain Standard Time RHall Action Type:Incoming call
MJMcalfcd

I I'took my vehicle to the dir for the PASSenger sideAIRbag and a’c knocking
2 For the knock in a/c - they found hub assembley 197644-4D90OFFF disc hub assembley a/c- they tixed that

3 But the Aleag light was working proper teday and yesterday so they could not duplicate any issues

4 Last time took it in was for AIRbag was 9/8/08- dlr told my wifc there is probably going to be a recall on it
5 we never heard of a recall on it and we called dir and they said bring it in
6 1 know they have to duplicate it to fix it so | told them ! would bring it back in if the light comes on in the future

7 Fam concerned that the AIRbag is not going to work if we get in an accident

wrl stated
1 apologized
2 you are correct that the dir needs to be able to duplicate in order to know what to fix on the vehicle

3 wrt is happy to hear that your AR bag system is working properly
4 if the light ever comes on in the future- please take your veh to kia dir
5 while the veh is at the dlr this time please call KMA so KMA can be mvolved with the diagnosis of the vehicle

Ml- stated

1 Ok that sounds like a good idea, 1 will wait and see it the light comes back on- thank you

*4% CASE CLOSE 03/02/2009 [ 1:35 AM US Mountain Standard Time RHall

*** CASE CLOSE 04/09/2009 11:31 AM US Mountajn Standard Time JHirshfield

™




Kia Motors America
Consumer Aff4IRs Department

Page 2 0f 2

Last name First name VIN of 2008 SORENTO 4X2 EX

Case Number  Mileage
K1558045 27,830

KNDID736X85
Banning, CA-

Dealer: CA137  Perris Valley Kia

Prod. Date:  5/15/07
*** CASE CLOSE 04/G9/2009 11:31 AM US Mountain Standard Time Jirshfield




Kia Motors America
Consumer Aff4IRs Department

Page 1 of &
Last name First name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
] KNDID736375| N K1398992 13,250
Springhill, FI - Prod. Date:  7/28/06 Dealer: CA215  Florin Road Kia
Case Histﬂry COmplaiﬂt DnnA IP A ceictansa

**+% PHONE LOG 01/03/2008 03:29 PM US Mountain Standard Time TLarson

*** PHONE LOG 01/03/2008 03:37 PM US Mountain Standard Time TLarson Action Type:Incoming call
CUSTOMER ADVISED

I CALLING TO FIND OUT WHAT CAN BE DONE

2 MY VEHICLE HAS BEEN TO THE DEALER MANY TIMES FOR THE PASSENGER ATRBAG LIGHT CONCERNS
3 IT USED TO STAY ON ALL OF THE TIME

4 NOW WHEN MY SON AND I SIT IN THE SEAT THE LIGHT TURNS OFF

5 WHEN MY 250LB HUSBAND SITS IN THE SEAT IT DOEST SHUT OFF

6 ALSO IF I LOCK THE DOORS, AND THEN OPEN THE P4AS.SENGER SIDE DOOR THE DOOR POPS OPEN
7THEY SAY ITS THE WAY IM LOCKING MY VEH

WRITER ADVISED

1 APOLOGIZED FOR THE CONCERNS

2 EXPLAINED THAT THE WARRANTY COVERS MANUFACTURES DEFECTS

3 I WOULD NEED TO SPEAK WITH THE DEALER ABOUT WHAT THEY HAVE DONE SO FAR TO ADDRESS THIS
PROBLEM

4 ONCE I SPEAK TO THEM 1 CAN DETERMINE HOW KI1A WILL HANDLE THE CASE

5IF YOU FEEL ONE WAY AND THE DEALER FEELS ANOTHER WE WILL NEED TO INVOLVE THE DPSM TO MAKE
A FINAL DETERMINATION ON HOW KIA WILL HANDLE THE CASE

(PUT CUST ON HOLD)

WRITER CALLED SVC ADVISOR  MARIO (@ CA159

i LEFT VOICEMAIL REQUESTING CALL BACK
2 PROVIDED CALL BACK INFO AND CASE NUMBER

3 WANTING TO DISCUSS THE PREVIOUS REPAIRS
WRITER ADVISED CUSTOMER

I TLEFT A MESSAGE FOR MARIO @ CA159

21 WILL WAIT TO HEAR FROM HIM

3TWILL CALL YOU BACK AND LET YOU KNOW WHAT INFQ 1 FOUND
4 PROVIDED CASE NUMBER

CUSTOMER ADVISED

1 OK THANK YOU

*** PHONE LOG 01/04/2008 10:32 AM US Mountain Standard Time TLarson Action Type:Incoming call
WRITER RECEIVED CALL FROM MARIC @ THOMASON KIA




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 6

N

Last name First name VIN of 2007 SORENTOQ 4X2 AT Case Nuimber Mileage
KNDID7363 7 K1398992 13,250

Springhill, FL N Prod. Date:  7/28/06 Dealer: CA215 Florin Road Kia

*** PHONE LOG 01/04/2008 01:25 PM US Mountain Standard Time TLarson Action Type:Qutgoing call
WRITER CALLED MARIO @ CA159 SERVICE

1 VEHICLE HAS BEEN IN BEFORE QCS CONCERNS

2 ON 11/15/07 WE REPLACED THE SEAT CUSHIONS

3 ON 12/20/07 IT WAS BROUGHT BACK

4 NO CODES WERE FOUND

5 WE FEEL IT MAY BE IN REGARDS TO IMPROPER SEATING POSITION

6 THE DOOR LATCH PROBLEM WE FEEL IT IS OPERATING AS DESIGNED

WRITER ADVISED

1 OK, IM GOING TO CALL THE DPSM
21 WILL FIND OUT IF THEY ARE WILLING TO MEET WITH THE CUSTOMER ON THE NEXT VISIT
3 THANKS FOR THE INFO

*** PHONE LOG 01/04/2008 03:04 PM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM DARRYL TRETTIN (VOICEMAIL)

| LEFT MESSAGE REQUESTING CALL BACK

2 PROVIDED CALL BACK INFO AND CASE NUMBER

3 EXPLAINED CASE DETAILS

4 SEEKING YOUR ASSISTANCE ON HOW WE WILL HANDLE CASE
5 CALL ME BACK AND LET ME KNOW YOUR THOUGHTS

6 DLR FEELS THAT OCS PROBLEM IS RELATED TO IMPROPER SEATING POSITION AND DOOR LOCKING
PROBLEM IS WORKING AS DESIGNED

*** PHONE LOG 01/07/2008 11:40 AM US Mounlain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED DPSM DARRYL TRETTIN

I PROVIDED CASE DETAILS
2 CALLING TO FIND OUT HOW YOU WANT TO HANDLE THE CASE

3 CUSTOMER FEELS O CS AND DOOR LOCKS ARE NOT WORKING PROPERLY

4 DEALER FEELS OCS 1S IN REGARDS TO IMPROPER SEATING POSITION . AND THF DOOR IS OPERATING AS
DESIGNED

5 ARE YOU WILLING TO MEET WITH THE CUSTOMER ON THE NEXT SCHEDULED VISIT?

6 CASE HAS A FEW HOURS LEFT UNTIL IT MEETS THE 24 HR RULE. SO CALL ME BACK IF ]| DONT HEAR FROM
YOU I WILL DISPATCH




Kia Motors America
Consumer Aff4IRs Department

Page 3 of 6
Last name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
KNDID736375 R K1398992 13,250

Springhill, FL— Prod. Date:  7/28/06 Dealer: CA215  Florin Road Kia

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 ATEATRs 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 to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

<<File Attachment: \\copubs\C]arifyOBJ\CA_Attachmenls\SendHis?ofy\Case_K’I398992_TLarson_0} -07-2008113549.doc>>

*** PHONE 1L.OG 01/07/2008 12:07 PM US Mountain Standard Time TLarson Action Type:Incoming cali
WRITER RECEIVED EMAIL RESPONSE FROM DPSM DARRYL TRETTIN

There is a reflash of the O (0\Y module to relieve the concern. Please forward the case to Laura and we'li schedule an FTR visit

*** PHONE LOG 01/07/2008 12:12 PM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER DISPATCHING CASE TO REGION

1 PLEASE REVIEW CASE NOTES

2 DPSM DARRYL TRETTIN ADVISED THAT THERE 1S A O CS UPDATE FOR THIS VEHICLE THAT SHOULD
ADDRESS THE CONCERNS

3 PLEASE DETERMINE WHEN FTR WILL BE AVAILABLE TO PERFORM UPDATE

4 PLEASE CALL CUSTOMER TO ADVISE OF THAT DATE

*** PHONE LOG 01/07/2008 12:15 PM US Mountain Standard Time TLarson Action Type:Cutgoing call
WRITER CALLED CUSTOMER

1 [ SPOKE WITH OUR DPSM

2 HE BELIEVES THAT THERE IS A UPDATE TO THE QO CS THAT SHOULD RESOLVE THIS PROBLEM

3 HE ASKED ME TO SEND THE CASE TO THE REGION SO THEY COULD DETERMINE WHEN THE FTR WILL BE
AVAILABLE

4 OUR REGIONAL OFFICE WILL THEN CALL YOU BACK TO ADVISE OF THE DATE AND TIME

CUSTOMER ADVISED

I OK THANK YOU

=% PHONL LOG 01/09:2008 03:56 PM Pacilic Daylight Time LAiluwa Action Type:Oulgoing vali
Wrea called cust at and spoke with cust who stated:

I. My veh has been at the dealer several times for the O CS problem

2. It was last seen at the dealer 12/27/07  and it is still having the same issues.
AT




Kia Motors America
Consumer Aff4IRs Department

Page 4 of 6
Last name First name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
KNDID7363 75| K1398992 13,250

Springhill, FL! Prod, Date: 7/28/06 Dealer: CA215 Florin Road Kia

5. it is not safe to drive with this AIRbag light off with someone in the car.

Wrea advised:

1. Apologised for concerns.

2.Wrca will cail dealer and get more detail info.

3. Will advise SM that Q'CS tight is back on.

4. Will schedule for an FTR if necessary _ ~ .
5. Provided direct number for cust to call wrea if needed.

*** PHONE LOG 01/09/2008 04:36 PM Pacific Daylight Time LAifuwa Action Type:Outgoing call
Wrea called service manager- Robert Rashid at 707-651-7000 and lefi messsage on v/mail to call
back regarding cust veh.

4% PHONE LOG 01/17/2008 03:32 PM Pacific Daylight Time LAifuwa Action Type:Outgoing cal]
Wrca called cust and spoke to cust and advised:

1. Thanked cust for patience with KMA is working on getting FTR to dealer to inspect veh,

2. Will advise on next possible schedule date once available,

Cust stated:

1. 1am in the Sacramento area right now.

2. If the KMA tech can go to a dealer in that area that wil} be closer for me.
3. Let me know when. Thank you.

Wrca advised:

1. FTR will be in that area the week of FEB 4th,

2. Will discuss with FTR and eall cust back next week 1o confirm.
3. 'Thanked cust again Tor patience with KMA.,

*** PHONE LOG 02/04/2008 04:43 PM Pacific Daylight Time LAifuwa Action Type:Outgoing call
Wrca called cust to advise cust that CA157 is no fonger a Kia dealer and the appointment will be at CA215 at Florin Road Kia.
Wrea left message '

*** PHONE LOG 02/04/2008 05:32 PM Pacific Daylight Time LAifuwa Action Type:Outgoing call
Wrca called and cust again on mand spoke with cust and advised:
1. Braley and Grahain no longer a dealer and cust will have 10 go to Florin Road.

2. FTR appointment will {ix cust veh like promised and provide rental veh.

Cust stated:

1. T will not be in that area tomorrow and [ can meet the FTR at FATR field kia, on wednesday.

Wrca advised:
L. Will call FTR and confirm this and see if FYR-Mark witl be at FA I Rtield
? Wrea canfirmed and enat will he at FA ’Rﬂr‘ld h/twn 9-2 nm on wednesdav




Kia Motors America
Consumer Aff4IRs Department

Page 5 of 6
Last name First name VIN of 2007 SORENTQ 4X2 AT Case Number Miteape

] kNDID736375 I K1398992 13,250
Springhill, F_ Prod. Date:  7/28/06 Dealer: CA215  Florin Road Kia

Cust stated:
1, Thank you for your help

*** PHONE LOG 02/13/2008 10:01 AM Pacific Daylight Time LAifuwa Action Type:Outgoing call
Wrea called cust and cust number is disconnecled.

Wrea was advised that cust did a no show for the FTR appointment set up last week with Mark White at FA TR field Kia.

*** CASE CLOSE 02/19/2008 04:30 PM Pacific Daylight Time LAifuwa

*** CASE CLOSE 04/10/2008 11:02 AM US Mountain Standard Time TMorales
AIRBAG TREAD REVIEW COMPLETE

*** PHONE LOG 05/27/2008 11:03 AM US Mountain Standard Time LSims Action Type:Incoming call
Ms tated

-1am trying to reach  LAifuwa and i cannot get a response

- twent to the dealer back in Feb and the FTR didnt how

. then a few days later they caited me and said that he was there

- but i was not able to go 10 the dealer ther

- now i have moved and goten everything back together

- 0 I need to have it taken care of

- the car is at Florin Road Kia now for the door lock probiem and the brakes '
- when i got the car i imentioned the brakes and the door lock

- the dealer is now telling me that it will be $90 1o look at the car

e R R R S G N R,

10, the A[leg concern was taken care of at the Vallejo dealer

L. he FIR was  poing 10 look at the car for  door lock problemn

12, the Vallgjo  dealer told me that i just had 1o deal with the door lock problem
13. but at the Florin Road Kia the guy said that he knew what the problem

14. now the brake problem is that when i press on the brakes it keeps sliding

I5. i have not ever had that checked out yet

16. Brian is who 1 was working with al the dealer tod:y

wir stated;

1. apologized

2. reviewed case notes

wir does see that caller didnt meet with the FTR

- wir witl contact the dealer 1o get  the diagnosis

- wir will then decide if the case needs to be sent back to the region

- LAifuwa is no longer with KMA - so another analyst will be handling the case

- the dealer nmay charge a diag fee il the problem found is not warranted

- there will normally  be a fee for the brake inspection  unless there is a defect found
- wir will call deater and cb

OOO"--IG‘KJ\&"’)

*** PHONE LOG 05/27/2008 11:07 AM US Mountain Standard Time LSims Action Type:Owigoing cali




Kia Motors America

Consumer Aff4IRs Department Page 6 of 6

Last name Firs 13 VIN of 2007 SORENTOQ 4X2 AT Case Number  Mileage
E—— KNDID7363 7S K1398992 13,250
Springhill, FL- Prod. Date;  7/28/06 Dealer: CA215  Florin Road Kia

. we just took a look at it for her

- she said that  the brakes were grabbing when coming to a stop
- we unable to verify with 2 techs driving it

- and we didnt see anything wrong with the door locks

- the brakes are also fine 8/32 on the front

- 1 will take a drive in the car myself

- then @ will give her a call

e =N & TS UL R N

wir stated:;
1. ok, will speak to customer and foltow up if needed

*** PHONE LOG 05/28/2008 09:03 AM US Mountain Standard Time LSims Action Type:Outgoing cail
Ms stated

L. i was able 1o duplicate the problem

2. they are gong 16 have the part for the latch in on Thurs

3. they said that the brakc issue is because i dont have ABS

4. before i had the  Sedona with ABS and that is what | am feeling

5.1 did have to pay for the brake inspection

wir stated:
1. calling to follow up
2. wir did speak to Brian yesterday

3. wir will follow up  on Fri to make sure the veh is repA I Red
*** CASE CLOSE 05/28/2008 09:08 AM US Mountain Standard Time LSims

*** PHONE LOG 07/07/2009 08:59 AM US Mountain Standard Time ERuiz Action Type:Incoming call
**F*CALLER STATED***

1. TRECEIVED A RECALL NOTICE.

2. TAMNEW TO THIS AREA.

3. 1WOULD LIKE TO KNOW WHERE DO 1 FAKE IT TO HAVE IT SVC.

4

5

ARE GOING TO RECALL THE PASSENGER'S SIDE DOOR OF MY CAR?
WHEN 1 LOOK IT FROM THE INSIDE THEN THE DOOR GETS OPEN AGAJN.

BHEWRITER STATED***

WRT APOLOGIZED FOR THE INCONVENIENCE.

PROVIDED THE NAME AND PHONE # OF THE LOCAL KIA DEALER.

THE DOOR LOCKS ARE COVERED UNDER WARRANTY FOR MANUFACTURE DEFECTS.

THERE ARE NO RECALLS FOR THE POWER DOOR LOCKS.

THE AUTO-LOCKS ARE COVERED UNDER WARRANTY FOR DEFECTS IN MATERIAL OR WORKMANSHIP.
CUST THANKED WRT FOR THE INFO

SR RN~

*** CASE CLOSE 07/07/2009 08:59 AM US Mountzin Standard Time ERuiz




Kia Motors America
Consumer Aff4IRs Department
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Last name Fi ame VIN of 2008 SORENTO LX 4X2 Case Number Mileage
I vDzsossHM  Kisosars 1sen
Douglasville, GA- Prod. Date:  6/5/07 Dealer: GA047 Kia at Arbor Place Mall

Case History Complaint o 4TR A ccicranee

*** PHONE LOG 10/08/2008 06:08 AM US Mountain Standard Time LColema Action Type:incoming cali
Cust states:

1. Have a probiem with the veh PASSengcr site AIR bag.

2. Light will stay on when someone is sitting in the PASSenger seat.

3. No one from dIr will call me back,

4. Was driving my son to school, he is 16 & is not small. light did not go out.

5. Took veh to dir so they could verify the problem.

6. Have taken veh to dlr 5 times for this concern,

7. The srv adv told me dlr has reprogrammed the computer 2 times & replaced the seat & the clock.
8. Thave had other problems with veh & have to take veh to dir weekly.

9. Dir has been able to correct the other problems but not this one.

Page 1 of 7

10. I purchased a new car so 1 would not have to take veh in for repALRs.
TL. It is becoming a joke with my friends,

12. 1 do not believe I am being told the truth about what is going on.

13. 1 am going to call a lawyer & pursue the lemon law.

14. T am over this atready.

15. This is a safety issue.

Writer states:

1. Updated, no recalls.

2. Apologized for situation.

3. Do not sce where the clock cluster or seat has been replaced.

4. Writer will necd to speak with the sry migr at Kia at Arbor Place Mail.

Writer put cust on hold & called Kia at Arbor Place Mall spoke with srv mgr Jim & stated:
1. Adv of reason for call.

Srv mgr states:

I. We have been trving to ligare oul why the AIR bag light is siaying on.

2. Per tech line we replaced the computer with one we knew was working. not the computer,
3. So we tried the clock cluster.

4. Clock cluster from cust veh would not read in the other veh,

3. So. we have ordered a clock cluster for cust veh this morning.

6. Part should be here by Friay.

7. Spoke 1o husband this morning & explained all of this,

Writer went back to cust & stated:
L. Adv of srv mgr informarion.

Cust states:

1. That is not what the srv adv 10ld me.
2. Someone is lying here.

3. Will call a lawyer.

Writcr states:

L. Kia will repAIR the veh according 1o the terms of the man warranty.

2. Kias buyback policy is in accordance with your states laws.

3. Referred to WCIM for info on laws in callers state,

4. Writer will adv Kin rep abowt veh & will escalate the case 1o the regional office for further assistance.
5. Cust will receive a call back from someone in region within 48 to 72 hours,

6. If do not receive call back in that time frame, please call writer back.

7. Provided case number & writer's contact info.




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 7
Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
kNDID735635 Ki508474 1,500

Douglasville, GA - Prod. Date:  6/5/07 Dealer: GAD47  Kia at Arbor Place Mall

*** PHONE LOG 10/08/2008 06:11 AM US Mountain Standard Time LColema Action Type:Incoming call
Writer called DPSM HBaik, left VM message stating:

1. Adv of veh & concerns with veh,

2. Adv of srv mgr information.

3. Adv cust stating she is going to calt a lawyer & pursue lemon law.

4. Adv of other repAIRs to veh.
a. ECM repregramming
b. rear seat side gamish
c, windshield wiper arm.
d. windshield.
4. Writer dispatching file to region.

*** EMAIL OUT _ LColema Action Type:External email
Send to:{HBaik({@kiausa.com]
Linda ext 45038

I PASScnger AIR bag light concem.

2. Veh has had other concemns.
3. Cust states calling lawyer & filing for lemon law.
4. Wrner dispatching file to region.

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 Lo you in ervor, please notify the Kia Consumer AR TR s Dept. at 949.468.4619 AND delete this email.

The attached Case is the exclusive property of Kia Motors Ameriea and is a Conflidential And Proprietary document. It is not 1o be
disiributed or disseminated to any third pany without the express writien consent of Kia Motors America.

<<File Attachment: Weopubs\C larifyOBNCA_Atachments\SendHistory\Case K| 508474 1 Colema_10-08-2008070509.doc>>

= NOTES 10/08/2008 00:30 AM US Mountain Standard Time LColema Action Type:Manayer review
Wiiter dispatching file to region:
1. Veh has had several concemns since purchase.

a. ECM reprogramming

b. rear seat side garnish

c. windshield wiper arm,

d. windshield.

. Now PASS&nger side AIR bag light is staying on.

3. Veh has been 1o dir 5 times for this concern.

4. Cust states she is going to call a lawyer & pursue lemon law.
5. DIr has ordered clock cluster for veh.

6. Please review & contact cust,

I )

*** PHONE LOG 10/08/2008 10:40 AM US Mountain Standard Time LColema Action Type:Incoming cal

Writer recoived VMM meceave from erv mor im with Kia at Arhnr Plare Mall ctating:




Kia Motors America

_ Consumer Aff4IRs Department Page 3 of 7

Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
knDID735685 TN K1508474 1,500
Douglasville, GANE Prod. Date:  6/5/07 Dealer: GA047  Kia at Arbor Place Mall

1. Have seme more information about veh A T8 bag light.

*** PHONE LOG 10/08/2008 10:41 AM US Mountain Standard Time LColema Action Type:Incoming call
Cust states:
1. What is address for Kia corporate office to send lemon law letter?

Writer states:
1. Provided Irvine address.

*** PHONE LOG 10/08/2008 10:47 AM US Mountain Standard Time LColema Action Type:Outgoing call
Writer called Kia at Arbor Place Mall, spoke with srv mgr Jim & stated:
1. Retumning srv mer cail.

Srv mgr states:

1. Had a meeting with the techs after speaking with writer.

2. We lefi the computer from the other veh in cust car but not the clock.
3. We were never able to verify a problem with the veh.

4. Cust came in this moming to show us the light was on with the son sitting in the PASScnger seat,
5. Light was coming on & going off depending on how son was sitting in the seat.
6. Cust would not give us any time 10 see what was going on.

7. We called cust back after speaking with writer & offered to £0 1o cust work place to look at the veh, or cust could bring veh in.
8. Cust declined.

*** NOTES 10/08/2008 10:48 AM US Mountain Standard Time LColema Action Type:Manager review
Writer dispatching file to region:
1. Veh has had several concemns since purchase.

a. ECM reprogramming

b. rear scat side gamish

c. windshietd wiper arm.

d. windshield.

2. Now PASSengcr side AIR bag light is staying on.
3.-Veh has been to dir 5 times for this concern,

4. Cust states she is going to call a lawyer & pursue lemon law.,
5. Dir has ordered clock cluster for veh.

6. Please review & contact cust,

*** PHONE LOG 10/10/2008 07:08 AM US Mountain Standard Time HReynolds Action Type:Incoming call
Kay Thompson

called on Wed

}Fwant 1o make a clear note that ne one from dealer {SVYCM. owner) never calted me so far

!
2
3. dealer said that clock for AIRbag is on ordered but according to my paper work, it has already replaced it
4. dealer told me that theres nothing they can do 1o fix it

5. I'm not even getting any phone call from head office either

6. I'm the one who drive around with un safety car

7. Tjust want you to make a note on that

Writer stated:

1. apology for situation
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
knDIn73s635 I KI508474 1,500

Douglasvitle, GA- Prod. Date:  6/5/07 Dealer: GA047  Kia at Arbor Place Mall

2. advised, this case has been forwarded to regional office for further handling
3. some one from region will contact the customer after research
4. will document customer's concemn

**#% NOTES 10/10/2008 03:38 PM Eastern Daylight Time DBurke Action Type:Manager review
Called the customer and stated:

L. I am calling to discuss your case.

2. The Kia call center escalated your case to me for review.

3.1am going to conlact the Srv Dept and request your R.O.s be faxed to me.

4. Once I review them I will call you to discuss a solution with you.

Cust states:
I. I'had to take my vehicle to the dir today for an A/C concerns sometimes it wants to work and sometimes it does not.

Wir states:
1. I will call you once | have more information to discuss all of Your concems.
2. Thanked the customer and ended the call.

*** NOTES 10/10/2008 03:45 PM Eastern Daylight Time DButke Action Type:Manager review
Called the dIr and stated:

1. I need the all of the R.O.'s for the _vehicle.

Carrie Srv Adv states:
1. T will fax them to you by the end of today.

Wir states:
I. Thanked Carrie and ended the eall.

*** NOTES 10/14/2008 01:24 PM Pacific Daylight Ttme KWarren Action Type:Correspondence rec,
NCA reccived a certified letter from the customer.

The letter contained a Notice 1o Manufaciurer of Final Opportunity to Rep A IR
The notice states:

1. The manutacturer's authorized agent has been unable 1o repAIR or correct nonconformity or nen-conformities listed

below, and that you as the manufacturer have an opportunity for a final repAIR atempt.

2. Alleged defects: PASSenger AIR bag.
3. There have been 3 or more repAIR attempts,
4. This is a notification of the final opportunily to correct the continuing substantial defect or condition.

Wriler to scan into case and forward to the Southern Region for further handiing.

*** PRIGRITY CHANGE 10/14/2008 01:25:12 PM KWarren
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Last name i me VIN of 2008 SORENTO LX 4X? Case Number  Mileage
ﬂ KNDID735685 [ K1508474 1,500
Douglasviile, GA ! Prod. Date:  6/5/07 Dealer: GA047  Kia at Arbor Place Mall

2. SOMEONE WAS SUPPOSED TO CALL BACK, AND HAS NOT

WRITER STATED:

1.1 APOLOGIZE FOR THE PROB

2.1DO SEE OPEN CASE WITH $ REGION OFFICE .

3. PROVIDED 800 # TO S.REGION OFFICE, AND ADVISED OF CASE MGR WORKING CASE

CUSTOMER STATED:
1. THANK YOU

*** PHONE LOG 10/20/2008 07:10 AM US Mountain Standard Fime RChacon Action Type:Outgoing call
WRITER CALLED RCAA DBURKE, AND STATED:
1. CUSTOMER CALLED LOOKING FOR CONTACT

RCAA DBRUKE STATED:
1. THANK YOQU

*** PHONE LOG 10/20/2008 06:12 AM US Mountain Standard Time RHall Action Type:Incoming call
Mrs _called

1 1 cant secm to get through on the phone line for region

2 how can I get 1o the person handling my case?

wrt stated
1 apologized, wrt transfered to DBurke exi

#** NOTES 10/20/2008 03:13 PM Eastern Daylight Time DBurke Action Type:Manager review
Wir states:

1. Scheduled F/R on F1/6/08.

2. FedExed the letter to the customer.

3. Called dlr and informed them that Steve Rupert and Harrison will be at the dir at the diy | 1/6/08.
4. Faxed letter to dir.

5. E-mailed lctter 1o Steve and Harrison.

*** COMMIT 10/20/2008 03:14 PM Fastern Daylight Time DBurke Action Type:Callback Required

*** NOTES 11/19/2008 11:17 AM Eastern Daylight Time DBurke Action Type:Manager review
Wtr states:

1. Called customer 1o discuss the case and if Ihe vehicle is repAIRed.

MfS-_slales:

1. No, the vehicle is not rcpAIRe(i and Steve swd that if the concern comes back that you should put me in another vehicle other
than a Sorenio.

Witr states:
1. You will need to take the vehicle to the dir to have the concern verified,
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Cust states:
1.1 will calt the dlr and make an appointment.

Wir states:

1. Please calt me to inform me of the date and I will call the dirto verify.
2. Thanked the customer and ended the call.

3. Waiting on customer call back.

*¥* NOTES 11/25/2008 11:41 AM Eastern Daylight Time DBurke Action Type:Manager review

Calied the customer and stated:

1. Tam calling to discuss your case.

2. Kia is going to give you a 3 teir offcr letter which contains a Refi, GW $4,000 or an SOC with a mileage deduction,

Cust states:
1. Pleasc send me the letter and I will Jet you know,

Wir states:
L. Thanked the customer and ended the call.

*** NOTES 12/05/2008 02:48 PM Eastern Daylight Time DBurke Action Type:Manager review
Cust called and siated:
1. We love the new Kia Borrego and would love to have that vehicle is this possible?

Wir states:
1. Instead of a repurchase I can offer you a refi.
2. Teannot guarantee your interest rate or payment but we can re-fi you into 3 borrego.

Cust states;
L. Thank you so much for the help.

Wir states:
L Twill mail vou out the fetter today.
2. Please cail me if you have any questions.

T** NOTES 12/15/2008 04:59 PM Eastern Daylight Time DBurke Action Type:Manager review
Cust called and stated:
1. I do not want the Re-fi [ would iike the S.0.C because my payment would be to high if T go into the Borrego.

Wir states:
1. No problem what color would you like?

Cust states:
I. Black.
2 What eptions are you Loing 1o zive me?

Wtr states:
L. Standard options.
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Cust states:
1. Can you please send the me this information in the mait and 1 will get back with you?

‘Wtr states:

1. Thave to send you an updated offer letter anyway so I will Just include this in the package.
2. 1 will send it tomorrow so you should have it by Wednesday.

3. Please call me once you have made a decision.

4. thanked the customer and ended the calt,

*** NOTES 12/15/2008 02:00 PM Pacific Daylight Time KWarren Action Type:Correspendence rec.
NCA received tetter from customer
1. Cust states same concems as above.

2. Cust states please understand that we are not tooking for a free car; we are only asking to be treated L4 IR fy and with respect
in this process.

3. Cust states right now, our phone calls go unanswered, we get conflicting information from Ms. Burke and Mr. Steele
regarding the handling of our situation and we are no closer to resolving this today than we were when it started.

4. Cust states on Dec. 9, we contacted Ms. Burke for the purpose of trying to locate a suitable Sedona, but so far, no one has
calied us back.

Dispatching to the Southem Region for customer contact.

*** NOTES 01/05/2009 04:50 PM Eastemn Daylight Tine DBurke Action Type:Manager review
Wir states:

1. Wtr has been continuously working with the customer.

2. Cust wanted to re-11 into a Borrego but when the numbers came back they did not agree.

3. Wir offered SOC inlo Sedona because Steve Rupert FTR infermed witr and cust that the new AIRbag system was in the
Sedona's and Borrego's.

4. Send customer offer letter waiving milcage.

5. Cust accepred SOC offer.

6. mailed SOC paperwaork to the dlr.

7. waiting for paperwork.

***NOTES 03/05/2009 11:48 AM Eastern Daylight Time DABurke Action Type:Manager review
Wir states:

t. Received check from Nat'l on 3/4/09,

2. Mailed check 10 the dir.

3. Closing case.

*#* CASE CLOSE 03/05/2009 11:48 AM Eastern Daylight Time DABurke
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Last name i VIN of 2008 SORENTO LX 4X2 Case Number Mileage
Merritt Island, Ri Prod. Date:  5/9/07 Dealer: FL087 Bob Dance Kia

Case Histo! Y Comp]aint RenAd IR Acaictanms

*** PHONE LOG 03/12/2009 08:47 AM Pacific Dayhght Time K Warren
NCA received MVDN
MVDN states:

1. 3 or more repAIR attempts have heen made to repAIR the same defect or condition

2. Alleged écfccls: PASSenger AIR bag light.

3. 'This is a notification of the finai opportunity to correct the continuing substantial defect or condition,

Writer to scan into case and forward to the Southern Region for further handling.

**+ NOTES 03/13/2009 01:26 PM Eastern Daylight Time DABurke Action Type:Manager review
Wir states: :

1. Called the customer to discuss the case.

2. There was no answer LVM Tor call back.

*+* NOTES 03/20/2009 11:36 AM Eastern Daylight Time DABurke Action Type:Manager review
Cust called and stated:
1. 1get your message | am calling back to discuss my case.

Witr states;
1. Thank you so much for refurning my call.

2. Treceived you MVDN and [ have scheduled the final repAIR date.
3. The date is set for 4/8/09 at 9 am. My FTR will be at the dir to assist with the rep IR,

Cust siates:

L. Is this the same guy named John Smith who told Ron that there is no repAIR to be made even though the concern has been
duplicated.

Wir states:

1. Yes. he is the one that is going to repAlR vour vchicle.

Cust states:
1. Ok, 1 will be there on 4/8/09 at 9 am.

Wir states:
1. Please give me a call if you have any questions or concerns.

2. T apologize for the ocCs Light issue that you have been experiencing.
3. Vwill contact you once the F/R is complete.
4. Thanked the customer and ended the call,

FEENOTES 04/05/2009 02:32 PM US Mountain Standard Time JHirshiield Aciion Type:Manager review

['<For Internal Use Only
Tread AIRbag review Ql--1H>!j
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Last name First N VIN of 2008 SORENTO 1.X 4X2 Case Number Mileage

I KNDID73583 S| KIS63720 18,658
Merritt Island, _ Prod. Date:  5/9/07 Dealer: FL087 Bob Dance Kia

2. End of message.

**+* NOTES 04/13/2009 09:14 AM Eastern Daylight Time DABurke Action Type:Manager review
Called the dir and stated:
L. am calling to discuss the Thompson case.

Ron Srv Mngr stated:
L. 1 test drove the vehicle with the customer and re flashed it vehicle with the most current software.

2. Jon Smith came out and tested the vehicle and said that it was operating as designed and the vehicle is repAIRed.
3. When the customer came to pick the vehicle up she said that she still was not satisfied and this was not the end of i,

Wir states:
1. Thank you so much for you help.
2. Ended the call.

*** NOTES 04/13/2009 10:09 AM Eastern Daylight Time DABurke Action Type:Manager review
Called the customer and stated:

L. T am calling to discuss your case.

2. I spoke to Ron and he told me that your vehicle is operating as designed is this true?

Mrs. [ o

1. No, lam having the same probiem as before,

2. The same day theAIRbag light stayed on with my 17 year old stepsen in the seat.
3. Fam not happy right now.

4. Jobn Smith feels that the vehicle is operating as designed and this is not true.

5. The vehicle is doing the same thing,

Wir states:
1. T apologize for the PASSengcr side AIRbag fight.

2. T have done everything that I can to try and repA]R the vehicle.

Cust stales:

1. Fknow that you did Danielle.

2. I really love the vehicle and il someone can fix it that would be great.
3. 1 called the BBB and opened my case.

4. Fhave to do what's best for me at this point.

Wir states:

1. T understand and I apologize that you feel as though you had to contact the BBB to recpen vour case,
2. My FTR feels as though it is operating as designed.

3. Once I receive your BBB claim I will request a T/E report.

4. Once | have thesc results 1 will call you back to discuss your case.

5. Thanked the customer and ended the call.

= NOTES 04/13/2009 10:28 AM Eastern Daylight Time DABurke Action Type:Manager review
Called the dir and stated: :
I 1 am calling 10 request the Sales Doc's for the Thompson vehicle.
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Last name First_name VIN of 2008 SORENTO LX 4X2 Case Namber  Mileage
] KNDID73588s N KI1563720 18,658

Merrit istand, FLJIII Prod, Date: _5/9/07 Dealer: FLO87 _Bob Dance Kia

1.1 will fax them to you by the end of the day.

Wir states:
1. Provided fax information and ended the call.
2. Waiting on fax doc's.

*** NOTES 04/29/2009 08:37 AM Eastern Daylight Time DABurke Action Type:Manager review
Wir states:

1. Received CCF from BBB.

2. Sent Mrf requesting T/E report.

3. Offered the cust $575.00 1 car payment customer declined GW offer.

** NOTES 04/30/2009 09:22 AM Eastern Daylight Time DABurke Action Type:Manager review
Witr states:

1. Received T/E report from BBB stating that the customer's concerns could not be duplicated.

2. Waiting for Jack Bramble to answer e-mail from BBB to schedule a daie for Arbitration.

*** NOTES 04/30/2009 09:28 AM Easter Daylight Time DABurke Action Type:Manager review
Wir states:
l. Sent case to Richard Spence to get his opinion before the arbitration date.

**% NOTES 05/05/2009 09:20 AM Eastern Daylight Time DABurke Action Type:Manager review
WIr states:

L. Received Arbitration date from the BBR for 5/13/09 a1 2:30 pm.

2. faxed information 1o Jack Bramble.

3. Forwarding file to Jack Bramble.

***NOTES 05/21/2009 08:53 AM Eastern Daylight Time DABurke Action Type:Manager review
Wir states:

1. Reccived interim rep ALR decision from the BBB,
2. Wir to call the customer to discuss the repAIR.

*** NOTES 05/21/2009 09:04 AM Eastern Daytight Time DABurke Action Type:Manager review
Called the customer and stared:

L. Tam calling becasue [ received the interim repAIR decision from the BRB along with your signed acceptance Jetier.

Mrs. _states:

I. Right after receiving the decision we received a recall notice for theA]Rbag light.
2. When you set the appointment up please give me at least 24 hours notice.
3. I will also need a rental.

Wir states:
L. No problem, I will call you and let you know that date.
2. Thanked the cusiomer and ended the call
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*** NOTES 05/26/2009 06:50 PM Eastern Daylight Time DABurke Aciion Type:Manager review
Witr states:

1. Called the Srv Dept. and informed them that the customer will be coming in next week 6/2/09 for the interim rep AIR.
2. Also, the customer will need a rental vehicle to drive and the vehicle should be kept at least 3 days to ensure the vehicle is

repAIR ed.

Ron Srv Mngr states: :
1. Ok, the fast time 1t was here we could not duplicate the concern and we did the recall before it was a recail.

Wir states:

1. 1 understand, However the customer was awarded this repAIR by the BBB.
2. 1am going to send the customer a letter with the date of 6/2/69.
3. Tam also going to ask the customer to bring her son in so that we can see exacily how the son is sitting in the seat,

*** NOTES 05/26/2009 04:2F PM Eastemn Daylight Time DABurke Action Type:Manager review
Witr states:

1. Called the customer to discuss the case.

2. There was noa nswer LVM for call back.

*** NOTES 05/26/2009 04:23 PM Eastern Daylight Time DABurke Action Type:Manager review
Wir states:

1. Scheduled BBB rep A IR for 6/2/09 with rental.
2. FedExed letter to the customer.
3. Waiting on customer cal} back to discuss the case.

*#* NOTES 06/10/2009 04:47 PM Eastern Daylight Time DABurke Action Type:Manager review
Called the dir and stated:
1. Lam caliing to discuss the Thompson vehicle,

2. What happened during the tinal rep ATR.

Ron states:
1. The customer came in on Saturday 5:30 pm and B. Padgett Sales Manager duplicated the ocs concem,

2. On 6-2-09 the customer came in for the interim repA]R and we did the recall on the vehicle and we could not duplicate the

OCS concern.

3. The customer came in again on 6/6/09 ar 8pm and B. Padgett Sales Manager documented that the fight was on again.

Wir states:
1. Why did the Sales Mngr decumented case and not Srv.
Ron States:

1. | have no idea why he looked at the vehicle we do not do repA]Rs on Saturdays we only do Maintenance.
2. Bob should have sent the customer 1o Srv instead of diagnosing the vehicle with no technical expericnce,
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Last name Fir: me VIN of 2008 SORENTO LX 4X2 Case Number Mileage
Merritt Island, FL! Prod. Date:  5/9/07 Dealer: F1.087 Bob Dance Kia

*** NOTES 06/15/2009 03:00 PM Eastern Daylight Time DABurke Action Type:Manager review

Eric Ogelsby called and -
...

1. I am calting about the

2. The AIRbag light concern has come back so the customer would tike a repurchase bui the vehicle is used and they are only
entitled 1o a non LL repurchase which means they will owe over $3000,

3. Tam going to call the customer to see what they would like to do.

4. Once I have more information 1 will cal you to discuss.

Wir states:

1. Ok, Eric thank you for your help.

2. Ended the call.

3. Waiting 1o hear from Eric from the BBB.

*** NOTES 06/2212000 11:11 AM Fastern Daylight Time DABurke Action Type:Manager review

**¥ NOTES 06/24/2009 04:13 PM Eastern Daylight Time DABurke Action Type:Manager review
Wtr states:
1. Called the customer to discuss the case.

2. There was no answer LVM stating that Jobn Smith will be at Boniface Hiers Kia for the Post BBB repA TR on Friday 6/26/09.
3. Please call me when you get this message provided contact number and ended VM.
4. Waiting on customer call back.

*** NOTES 06/29/2009 09:26 AM Eastern Daylight Time DABurke Action Type:Manager review
Jobin called and stated:

1. Fmeet with the customer today and I could not <huplicate the concern.

2. L explained how the vehicle worked and gave them a copy of the TSB for the vehicle.

3. The customer may not like how it works but 1 is operating as designed.

Wir states:

1. Thank you so much for your help John.
2. Ended the call.

*** NOTES 07/07/2009 05:22 PM Eastern Daylight Time DABurke Action Type:Manager review
Wir states:

- 1. Have not heard from the customer,
2. Closing case pending any new information

*** CASE CLOSE 07/09/2009 03:50 PM Eastern Daylight Time DABurke
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VIN of 2007 SORENTO 4X2 AT Case Number Mileage
KnNDiD736475 K1529425 27812
Colonial Heights, V Prod. Date:  4/12/07 ._Dealer: VAOO! Pence Kia
Case History Complaint Replacement

*** PHONE LOG 12/05/2008 11:53 AM US Mountain Standard Time ERuiz

**+*CALLER STATED***
virs IR

1. 1WOULD LIKE THE ADDRESS WHERE [ CAN SEND A LETTER OF COMPLAINT TO KJA.

2. 'WE HAD A LOT OF PROBLEMS W/ THE VEHICLE.

3. ONE OF THE PROBLEMS WAS THAT FTHE DOME LIGHT WOULD COME UP BY ITSELF AND THE SWITCH
WOULD NOT TURN IT OFF.

THE RADIO, THE CLOCK AND THE REAR WIPER.

ON 10/22 VA00! ORDERED THE MODULE.

THE PART CAME IN AND T WAS REPATRED ON 11721

ON 12/01 THE RADIO, THE CLOCK AND THE REAR WIPER WENT OUT AGAIN.
CALLED THE DEALER BACK AGAIN AND THEY SAID TO BRING IT BACK IN.
. IWANT A REPLACEMENT OF THE CAR.

10. THERE'S OTHER PROBLEMS W/ THE VEHICLE.

11. THE PASSENGER'S SIDE AIR BAG STAYS ON, EVEN WHEN PEOPLE ARE SITTING ON IT.

12.1CAN TAKE 1T BACK TO THE DEALER NEXT WEEK.

13. BUT I STILL WANT KMA ADDRESS BECAUSE | AM GOING TO BE SENDING A LETTER TO KiA AND THE BRR.
14.1 AM GOING TO ASK THE BBB FOR MORE INFORMATION THE VA REPURCHASE REQUIREMENTS.

©P NS na

***WRITER STATED*#=*

WRT APOLOGIZED FOR THE INCONVENIENCE.

WRT DOCUMENTED THE CUSTOMER'S COMPLAINT.

WRT ADVISED THE CST TO TAKE IT BACK TO THE DLR FOR INSPECTION,

WRT WILL CONTACT THE DLR AND THE KIA REP FOR MORE INFO AND FURTHER ASSISTANCE.”
KIA TECH LINE IS ALSQ AVAILABLE FOR ALL KIA DLRS.

b WRT PROVIDED KMA'S ADDRESS,

@ e

o

*** PHONE LOG 12/09/2008 01:21 PM U5 Mountain Standard Time FRuiz Action Type:Qutgoing call
YHWRITER STATED**
1. WRT CALLED VA00] AND SPOKE TO GARRY IN SVC.

2. WRT ASKED GARY FOR THE STATUS OF THE REPAIR.

3. HE STATED:

a)  SHE WAS IN YESTERDAY

b}  THE CLOCK. RADIO AND THE REAR WIPER WAS NOT WORKING PROPERLY.
¢} THE FUSE WAS NOT SETTING PROPERLY.

d)  WE TOOK CARE OF IT AND SHE WENT BACK ON HER WAY.

d)  SHE WAS HERE BACK IN 11/24 FOR THE SAME CONCERN.

€} BACK THEN WE FOUND A BAD MODULE.

f)  IT'S ONE OF THOSE COINCIDENCES.

4. WRT THANKED GARY FOR THE INFO.

*** PHONE LOG 12/09/2008 01:23 PM US Mountain Standard Time ERuiz Action Type:Outgoing call
*FEWRITER STATED*#*

. WRTCALLED MRS

2. CUSTOMER WAS NOT AVAILABLE.

3. WRT REACHED THE CST'S V/M.

4. WRTLEFT A MESSAGE REQUESTING A CALL BACK AT EXT 45605,
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Last name i e VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
T KNDID736475 [ KI529425 27812
Colonial Heights, VAR Prod Date:  4/12/07 _ Dealer: VAGDT Pence Kia

*** PHONE LOG 12/11/2008 11:40 AM US Mountain Standard Time ERuiz Action Type:Outgoing call
HEWRITER STATED***

1. WRT CALLED MRS [

2. CUSTOMER WAS NOT AVAILABLE.

3. WRT LEFT V/M MESSAGE X 2.

*¥* PHONE LOG 12/11/2008 11:43 AM US Mountain Standard Time ERuiz Action Type:Outgoing call
*HAWRITER STATED***

i. WRT CALLED DPSM, TOM NASSAR,

2. TOM WAS NOT AVAILABLE.

3. WRT REACHED TOM'S V/M.

4. WRTLEFT A V/M MESSAGE,

*** EMAIL OUT _ ERuiz Action Type:External email
Send to:fttnassar@kiausa.com)
You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case. [fit has been

sent 1o you in error, please notify the Kia Consumer AfEAIR 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 document. Tt is nof to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

Wrt's ext 45605.

<<File Attachment: \\copubs\ClarifyOBJ\CA_Attachmems\SendHislory\Case_KI520425_ERui2L] 2-11-2008113516.doc>>

*** EMAIL OUT _ ERuiz Action Type:External email
Send to:{tnassar(@kiausa,com] )
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 AfA IR Dept. at 949 468.4619 AND delete this cmail,

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. |t is not to be
distributed or disseminated 1o any third party without the express written consent of Kia Motors America.

<<File Attachment: Weopubs\C IarifyOBJ\CA_A!tachmenls\SendHislory\Case_K15294257_ER'uiz_I2—I 1-2008113752 doc>>

*** PHONE LOG 12/12/2008 08-16 AM US Mountain Standard Time ERuiz Action Type:Incoming cali
HEEWRITER STATED*#*

|. WRT RECEIVED A V/M MESSAGE FROM DPSM, TOM NASSAR AT 3:17 PM THURS.

2. TOM NASSAR REQUESTED A CALL BACK.

*** PHONE LOG 12/12/2008 08:40 AM US Mouniain Standard Time ERuiz Action Type:Outgoing call
***WRITER STATED*+*

1. WRT CALLED DPSM. TOM NASSAR.

2. TOM WASNOT AVAILABLE.
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Last name { VIN of 2007 SORENTO 4X2 AT Case Number  Mileage

—— DD | e M
Colonial Heights, V_ Prod. Date: 4/12/07 Dealer: VAOOI  Pence Kia

4. WRT REQUESTED A CALL BACK AT EXT 45605.

*** PHONE LOG 12/12/2008 11:40 AM US Mountain Standard Time ERuiz Action Type:Incoming call
***CALLER STATED**#*

TOM NASSAR
I. GO AHEAD AND DISPATCH THE CASE TO THE REGION,

**EWRITER STATED***
I. WRT WILL DISPATCH THE CASE TO THE REGION.
2. WRT THANKED TOM FOR RETURNING THE CALL.

*** NOTES 12/12/2008 12:02 PM US Mountain Standard Time ERuiz Action Type:Manager review

*+FWRITER STATED#***

1. CASE DISPATCH TO THE ERCA'S OFFICE BECAUSE

a) CST ALLEGED THAT SHE HAS BEEN EXPERIENCE A LOT OF PROBLEMS W/ HER VEHICLE,

b) CST ASKED WRT FOR KIA'S MAILING ADDRESS WHERE SHE CAN SEND A WRITTEN COMPLAINT

¢) CSTALLEGED THAT SHE WILL ALSO CONTACT THE BBB FOR MORF INFORMATION ABOUT THE VA
REPURCHASE REQUIREMENTS.

d)  DPSM IS AWARE OF THE CST'S INT ENTIONS.

€}  TOM AGREED W/ WRT TO HAVE THE CASE DISPATCH TO THE REGION FOR VISIBILITY

*** FORWARD 12/12/2008 11:14 AM Pacific Daylight Time MPfeifer

% PHONE LOG 12/15/2008 08:40 AM Eastern Daylight Time Sljames Action Type:Ouigoing call

RCAA CALLED CUSTOMER AND LVM REQUESTING A CALL BACK
PROVIDED NAME AND PHONE NUMBER

*** PHONE LOG 12/18/2008 04:24 PM Eastern Daylight Time Sljames Action Type:incoming call
RCAA CALLED CUSTOMER AND LYM REQUESTING A CALL BACK
PROVIDED NAME AND PHONE NUMBER .

*** PHONE LOG 12/19/2008 02:0] PM Eastern Daylight Time Sljames Action Type:Outgoing call
RCAA CALLED CUSTOMER AND REQUESTED A RETURN CALL
PROVIDED NAME AND CALL BACK NUMBER -

*** CASE CLOSE 12:19/2008 02:02 PA Fastern Daylight Time Sljames
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Last name First name VIN of 2007 SORENTO LY 4X4 Case Number  Mileape
I knpic73627s [ K1383714  233i
Omaha,l Prod. Date:  4/19/07 Dealer: NEOOI  Kia of Omaha
Case History Complaint 1, 41R A ccictance
*** PHONE LOG 11/19/2007 03:56 PM US Mountain Standard Time SBowyer
CUST STATED

L.the car is back at the kia dlr in omaha

2.from the time we picked it up on 10/10 we have had an issue with the PASS side arb system

3.when someone gets in, sometimes the a/b off sign goes off, and other times it does not

4.have had it in lots of times; the first times they couldnt get it to act up; it is intermittent, i understand

5.1ast time it was in, they changed out the seat cushion; it worked ok til} yesterday, sunday

6.it wouldnt go out with my wife sitting in the car. same person as before.

7.t talked to Kent at the dlr, the fixed operations director, i advised i am ready to give up on it

8.i want to bring the car back and he advised in able to start the process for buyback, that i needed to call the 800 #.
9.call it a lemon or what not. im Just doing what i was told

10.he said he was going to send in something to kia

11.i havent even licenced the car Yet, 1 just recently got that info to do that, but i dont want to if this is going to be a problem
12.the car is there, i dropped it off; i just want it fixed, or if it cant be fixed, i want something else

WRITER STATED

l.sorry

2.writer cannot initiate the buyback process; KMA's buyback policy is in accordance with cust state laws
3.can refer cust to back of wacim for more info and a # to contact for more questions

4.KMA is going to repAIR factory defects, and will do what is necessary to resolve an issue like this; this is what the warranty
promises

5.can contact svc mgr and dpsm to get them directly involved with KMA to help fix this issue

6.8/b's are supplemental restraint systems. seatbelt is primary

7.once more info gathered. will contact cust back--gave case id and writer exi

CUST THANKED WRITER--CALL ENDED

FEEPHONE LOG 11202007 09:25 AM 1S Mountain Standard Time SBowver Action Fype:Quigoing call
SVU MGR DAN NEOOL STATED
L.i see an r/o opened on this by Kent our Fixed Operations Mgr

FIXED OPERATIONS MGR KENT

1.cust made it clear that if it wasn going 1o be correcied that he wonld pursue buvback

2.i advised that there is an 800 # he can call for that. but that we would be seeing the carback to do a rep 4 IR altempt, which is
why the car is here now

3.he was very professional. very calm

4.we have never been able 10 duplicate the issue; my master tech made the decision after talking to techline that we would replace
the seat bottom

5.the cust is in something to drive, a new sedona actually

6.we are going to attempt to duplicate the concern: according 1o the o/m: we advised 1o cycle the key which seemed to work

Lwe probably have about 30 miles on the car without 2 single problem. we are going to continue 1o iy and duplicate it

8.i believe that it may have something to do with his wife: for example. her weight or shape

9.i will keep you in the foop: what is your #

PROVIDED WRITER CONTACT INFO

*** PHONE LOG 11/20/2007 09:35 AM US Mountain Standard Time SBowyer Action Type:Outgoing call
WRITER LVM FOR DPSM S.LOCKWOOD STATING

lreviewed case details

2.cust speaking of lemon law




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 7
Last name i VIN of 2007 SORENTO LX 4X%4 Case Number Mileage
E———— KNDICT G S g Ml
Omaha, NE N — Prod. Date: /1907 Dealer: NEOOT Kia of Omaha

3.new veh, low miles, repeat visit

4.4l CND OCS issue
3.call or email writer back--gave writer contact info

*** EMAIL OUT _ SBowyer Action Type:External emaii
Send to:fslockwood@kiausa_com)
FROM:Spencer Bowyer ext 45707

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  ITit has been
sent to you in ervor, please notify the Kia Consumer ATL4 IR 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, 1t is not to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

<<File Attachment: Weopubs\ClarifyOBNCA_Attachments\SendH istory\Case K 138371 4_SBowyer_11-20-2007093037.doc>>

*** PHONE LOG 11/23/2007 11:05 AM US Mountain Standard Time SBowyer Action Type:Outgoing cail
FIXED OPERATIONS MGR KENT NE0OI CURRENTLY ON LUNCH

*** PHONE LOG 11/26/2007 09:37 AM US Mountain Standard Time SBowyer Action Type:Quigoing call

FIXED OPERATIONS MGR KENT NE001 STATED

L1119 2061 miles: afb off light stays on while sotneone in the seat while driving

2.we found no codes; we started to road test it with different employees of different height and weight: we could not get the veh to
act up

3.ave couldnt get the cust 1o bring down his wife o we contd ao for a ride with him

4.cust came in on saturday. and talked to a salesman who met mrs. timm aiso

5.the car wasnt acting up when we gave the vel back to him saturday; we were not open in sve on saturday

6.we advised him of how the system works,

7.we went out and picked up the car monday, the salesman picked it up and brought it here

8.we are getting the GM involved 1o discuss this with them. it may be the cust wife that is not setting off the seat carrectly by
structure or seating position

9.our dpsm is coming in on the 28th and we are going to discuss this with him

*** PHONE LOG 11/27/2007 11:41 AM US Mountain Standard Time SBowyer Action Type:Outgoing call
WRITER CALLED CUST

Lfollowing up

2.bave been speaking with Kenl at dlr and have placed call to dpsm

3.writer will be involving a higher up dpt for review of this case and for them 10 contact cust {or a resofution

CUST STATED

t.ok. that sounds good

2 kent told me that he can never get any codes in the car for a problem

3.1t seems to me that if the trouble code would show up then he could do more with it
4.maybe there is a bigger problem with the trouble code system, that is how it was told 1o me
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WRITER STATED
Lthe light that says "PASS am off is not the same as a cel; it is an indicator light to indicate whether the a/b is off or on

2.the OCS systsem classifies the occupant to determine if safe to turn a/b on or off; this depends on displacement, seating
position, efc,

3.when the a/b light is off and 2 PASY is sitting in that seat, then the system is working as designed to keep the occupant as safe
as possible by turning off the a/b .

4.the dir has found no factory defects in any part of the system; including where the codes are read or interpreted; it is all one
system

5.please allow 48 hours for contact back from next dpt

CUST THANKED WRITER--CALL ENDED

*** NOTES 11/27/2007 11:42 AM US Mountain Standard Time SBowyer Action Type:Manager review
WRITER DISPATCHING CASE TO REGION BECAUSE
1.no dpsm contact within 24 hours

2.cust cleiming OCS issue

3.fixed operations mgr Kent NEOO1 handling issue at dir
4.new car, low miles, repeat visit; cust in dir loaner car
5.region to further handle

*** NOTES 11/27/2007 05:28 PM Pacific Daylight Time AnitaMay Action Type:Meeting
WTR ACCEPTED CASE THIS DATE:

WTR TO FU W/CUST 11/28/07 TO ADVISE THAT CRCA IS IN RECEIPT OF CASE

*** PHONE LOG 11/28/2007 10:27 AM Pacific Daylight Time AnitaMay Action Type:Oulgoing call
WIR LM FOR SM KENT K @ KIA OF OMAHA:

1. REQD SALES AND SERVICE DO'CS
2. REQ'DCB
3. PROVIDED CB#

WTR TO FU W/CUST THIS DATE

*** PHONE LOG t1/28/2007 16:35 AM Pacific Daylight Time AnitaMay Action Type:Outgoing call
WTR 8/W CUST. MR. TIMM @ # PROVIDED WHEN DIALING # LISTED ABOVE 402/960-1949:
L. WTR ADVISED CUST THAT CRCA WAS IN RECEIPT OF CASE

2. CUSTINFORMED WTR THAT VEH IS @y THE DLR AT THIS TIME

3. CUSTSTATED ALL HE'S ASKING IS FOR HIS VEH TO BE FIXED

WTR TO FU W/DLR 11/29/07 IF NO CB RCV'D BEFORE THEN
**#* PHONE LOG 12/03/2007 11:57 AM Pacific Daylight Time AnitaMay Action Type:Qutgoing call

WTR 8/W SM KENT KISLING @ KA OF OMAHA:
1. REQD SALES AND SERVICE DOC'S
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Omaha, NE - Prod. Date:  4/19/07 Dealer: NEOO!  Kia of Omaha

WTR TO FU DLR 12/4/07 IF NO DOC'S RCV'D BY COB

*** PHONE LOG 12/03/2007 F1:59 AM Pacific Daylight Time AnitaMay Action Type:Outgoing call

WTR FAILED TO NOTATE THAT SM STATED:

1. CUST WAS PUT INTO AN ALTERNATE 2007 SORENTO TO BRIVE AS A LOANER AND VEH WAS FOUND TO BE
OTS UNLIKE THE VEH HE PURCHASED

2. SMWILL CONTACT CUST TO S/W TECH TO REVIEW OCS CONCERN IN HIS VEY

WTR TO MAINTAIN FU AS ORIGINALLY SCHEDULED 12/4/07 DLR

*** PHONE 1L.OG 12/07/2007 01:08 PM Pacific Daylight Time AnitaMay Action Type:Outgoing call
WTR UNABLE TO MAKE FU CALL UNTIL TODAY: '

WTR LM FOR SERVICE DIRECTOR SM KENT KISLING @ KIA OF OMAHA:
1. REQDCB
2. PROVIDED CB #

WTR TO FU W/DLR 12/10/07 IF NO CB RCV'D BEFORE THEN

*** NOTES 12/10/2007 09:51 AM Pacific Daylight Time AniaMay Action Type:E-mail rec.
WTR RCV'D FTR REQ FROM DPSM STEVE LOCKWOOD THIS DATE:
I. DPSM WAS ADVISED BY RCAM TO RESUBMIT THE REQUEST IN THE CORRECT FORMAT

WIR TO FUL WDPSM STIVE LOCKWOOD 1211407 1F CORRECT REQ HAS NOT BEEN RCV'D BEFORE FHIEN

“** PHONE LOG 12/10/2007 12:37 PM Pacific Daylight Time AnitaMay Action Type:lncoming call

WTR 5/W DPSM STEVE LOCKWOOD:

I. DPSM STEVE ADVISED WTR THAT JOLN SALVADOR WILL BE SENDING THI TOOL TO REFLASI] 07
SORENTO ON 12/14/07

2. DPSM WILL GO TO DLR ON 12/20/07 TO MAKE NECESSARY REPAIRs

WTR TO FU W/DPSM 12/20/07 FOR VEH STATUS UPDATE

*** NOTES 12/26/2007 11:01 AM Pacific Daylight Time AnitaMay Action Type:E-mail sent

WTR REQ'D STATLS UPDATE ON VEH REFLASH THAT WAS TO BE COMPLETED ON 12/20/07-
WTR TO FU W/DLR FOR COPY OF RO THiS DATE

T** PHONE LOG 12/26/2007 11 :02 AM Pacific Daylight Time AnitaMay Action Type:Outgoing call
WTR LM FOR SM KENT KISLING @ KIA OF OMAHA:

l. REQ'DRO
2. PROVIDED CB AND FAX #
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=** NOTES 01/03/2008 08:36 AM Pacific Daylight Time AIRvy Action Type:Facsimile rec.,
WIR RECD VIA FAX FROM KIA OF OMAHA THIS DATE WHICH INCLUDES:
1. RO # 188598

INFO ADDED TO HARD FILE AND FORWARDED TO AJM FOR FURTHER CASE HANDLING

*** NOTES 01/07/2008 05:31 PM Pacific Daylight Time AnitaMay Action Type:Meeting
WTR FORWARDED HARD FILE TO MCS THIS DATE TO COMPLETE RO RECAP:

WTR TO FU W/MCS 1/10/08 IE NO COMPLETED RECAP RCVD BEFORE THEN

*** PHONE LOG 01/09/2008 10:18 AM Central Daylight Time MSandoval Action Type:Qutgoing call
WTR S/W SA/DAN @ KIA OF OMAMA THIS DATE-

1. WTR REQ SERVICE & SALES DOCS

2. DAN STATED WILL HAVE DOCS oN 01/10/08 SM/KEN IS OUT & SHORT HANDED
3. WIR PROVIDED C/B#, FAX#, CUST NAME, VIN#

WTR TO F/U W/DAN & SM/KEN ON 01/16/07 BY 3:00 PM [F NO pOCS RCVD BY 12:00 PM ON 01/10/07

“* NOTES 01/10/2008 10:58 AM Pacific Daylight Time ATRby Action Type:Facsimile rec,
WTIR REC'D VIA FAX KIA OF OMAHA THIS DATE WHICH INCLUDES:
}. SALES DOC’S AND ROS

INFO ADDED TO HARD FILE AND FORWARDED TO MCS FOR FURTHER CASE HANDLING

*ENOTES 011172008 111 AM Central Daylight Time MSandoval Action Type:Meeting
WTR COMPLETED RECAP THIS DATE & FORWARDED HARD FILE TO AM FOR FURTHER CASE HANDLING

*¥* NOTES 01/15/2008 08:22 AM Pacific Daylight Time ELau Action Type:Manager review
Tread Review Completed

*** NOTES 01/16/2008 09:09 AM Pacific Daylight Time AnitaMay Action Type:Meeting
WTR TO DISCUSS CASE W/RCAM THIS DATE:

*** NOTES 01/17/2008 10:18 AM Pacific Daylight Time AnitaMay Action Tvpe:Meeting
WTR REVIEWED CASE W/RCAM 1/16/08:
L. WTR TO FU W/DPSM STEVE LOCKWOOD TO VERIFY DAYS OUT OF SERVICE

WTR TO CONTACT DPSM 1/17/08 FOR FOLLOW UP
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I. WTR INQUIRED ABOUT THE DAYS CUST HAD RENTAL VEH

2. DPSM STATED CUST WASINDLR LOANER VEH

3. WTR ALSO INQUIRED ABOUT THE AMOUNT OF TIME IT TOOK TO REFLASH CUST VEH

4. DPSM STATED THIS WAS DURING THE TIME WE HAD LIMITED ACCESS TO REFLASH TOOLS

WTR TO REVIEW W/RCAM 1/18/08

*** NOTES 01/24/2008 10:57 AM Pacific Daylight Time AnitaMay Action Type:Meeting

WTR WAS UNABLE TO RE

VIEW CASE W/RCAM ON 1/18/08:

WTR TO REVIEW W/RCAM ON 1/25/08

*** PHONE LOG 01/28/2008 03:43 PM Pacific Daylight Time AniaMay Action Type:Incoming call

WTR LM FOR CUST, MR. Ti

MM:

1. REQ'D STATUS OF VEH AFTER REPATR

2. REQDCB

3. PROVIDEDCB#

WTR TO REVIEW CASE W/RCAM THIS DATE FOR DIRECTIVE

*** NOTES 01/28/2008 03:47 PM Pacific Daylight Time AnitaMay Action Type:Manager review

WTR REVIEWED CASE W/R

CAM THIS DATE:

1. IT WAS DECIDED TO CONTACT CUST FOR VEH STATUS UPDATE AND POSSIBLY OFFER | CAR PAYMENT

WTR TO FU W/CUST 1/29/08 AFTER 4:00 P.M.

*** PHONF LOG (1/29/200

WTR S/W CUST, MS. TIMM:

SR Lo -

DECISIONS

8 04:32 PM Pacific Daylight Time AnitaMay Aciion Type:Outgoing call

WTR INQUIRED ABOUT STATUS OF VEH AFTER FIR VISIT
CUST STATED IT SEEMS TO WORKING THIS TIME

WTR WAS HAPPY TO HEAR THAT

WTR OFFERED GOOD W
CUST ADVISED WTR TH

H.L FOR INCONVENIENCE CUST EXPERIENCED DURING OWNERSHIP
AT SHE WOULD LIKE FOR ME TO S/W HER HUSBAND. HEE MAKES THOSE TYPFE

6. WTR PROVIDED CONTACT INFORMATION

WTR TO FU W/CUST 1/30/08 IF NO CB RCV'D BEFORE THEN

*** PHONE LOG 01/29/2008 05:26 PM Pacific Daylight Time AnitaMay Action Type:Incoming call
WTR $/W CUST. MR. TIMM:

el

WTR INOQUIRED ABOIIT STATUS OF VFH

CUST STATED HIS FRIEND RAGGED HIM ABOUT WHEN HE WAS GETTING A NEW CAR
CUST STATED HE JUST WANTED THIS ONE FIXED

WTR EXTENDED GOOD WILL OFFER OF ONE CAR PAYMENT TO CUST DATE

5. CUSTIS WILLING TO REVIEW OFFER LETTER AND RELEASE
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-

WTR TO COMPOSE AND SEND OFFER LETTER AND RELEASE THIS DATE

*** NOTES 02/05/2008 12:32 PM Pacific Daylight Time 4 1R, by Action Type:Correspondence rec.
WTR REC'D VIA FAX FROM AJM FOR GW PROCESSING ON 2/11

*** NOTES 02/05/2008 12:34 PM Pacific Daylight Time 4 TR by Action Type:Correspondence rec,
CRCA REC'D HARD FILE FROM AJM FOR GW PROCESSING ON 212

*** NOTES 02/05/2008 12:38 PM Pacific Daylight Time AnitaMay Action Type:Meeting
WTR REVIEWED DOC'S RCV'D AND HARD FILE WAS FORWARDED AND CLARIFY CASE ASSISGNED TO All TO
PROCESS GOODWILL:

*** NOTES 02/12/2008 09:39 AM Pacific Daylight Time AR by Action T ype:Correspondence sent
W IN THE AMT OF $344.88 PROCESSED IN AS400 FILE 72426 . MADE PAYABLE TO CUST AND FWRDTOBB @
NCA THIS DATE FOR PROCESSING

CRCA TO FU WITH AS400 FILE ON 2/i5

*** NOTES 02/15/2008 10:50 AM Pacific Daylight Time AIRby Action Type:Correspondence rec,
NCA HAS YET TO REC GW REQ THIS DATE

CRCATO FAFWITH AS400 FILE ON 2418 FOR GW DATE RECD

*** NOTES 02/18/2008 08:08 AM Pacific Daylight Time AL Rby Action Type:Correspondence rec,
PER AS400 NCA REC'D GW REQ ON 2715

CRCA TO F/U WITH NCA ON 321 IF CHECK IS NOT RECD BY THAT DATE

**¥NOTES 03/17/2008 10:29 AM Pacific Daylight TimeA]Rby Action Type:Correspondence rec.
CRCA REC'D CHECK # 519653 IN THE AMT OF § 344.8% MADE PAYABLE TO STANLEY & TERRI TIMM

INFO ADBED TO HARD FILE AND AN TO PROCESS THIS DATE

*** NOTES 03/17/2008 05:27 PM Pacific Daviight Time AIRby Action Type:Correspondence sent
CRCA SENT CUST GW CHECK THIS DATE VIA FED EX TRACKING # 9020 7514 9032
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Case HiSto! ¥ Complaint anA IR Accigtanna

*** PHONE LOG 05/08/2007 11:45 AM US Mountain Standard Time ELeon Action Type:Incoming call
CUSTOMER STATED:

1. THE ATR BAG KEEPS COMING ON.

2. THIS IS THE STH TIME THE AIR BAG LIGHT KEEPS COMING ON AND THE DEALER STILL ARE UNABLE,LE
TO FIND THE PROBLEM,

3. THE Greystoke Kia DID REPLACE THE SEAT CUSHION LAST MONTH BUT THE[PAS.SENGER AR BAG LIGHT
WILL  STILL COME ON.

4. THE Greystoke Kia HAS BEEN TERRIFIC AND HAVE WORKED HARD IN - GETTING THE AIR BAG LIGHT 10
FUNCTION PROPERLY.

5. THE Greystoke Kia DEALER LOOKED AT THE VEHICLE TODAY AND THEY COULD NOT PERFORM THE
PROBLEM.

6. MY HUSBAND WEIGHS 300 POUNDS AND THE LIGHT STILL COMES ON.

7. THE KIA DEALER SAYS IT IS THE WAY WE SIiT ON THE CUSHION.

8. THAVE NEVER HAD A PROBLEM ON HOW WE SIT IN THE PREVIOUS VEHICLES.

9. WE JUST WANT THIS A TR BAG LIGHT TO BE RESOLVED.

WRITER STATED:

1. APOLOGIZED.

2. WRITER CAN CONTACT THE Greystoke Kia SERVICE MANAGER AND ADDRESS THE CONCERN.
3. WRITER CAN CONTACT THE DPSM AND GET HIM INVOLVED,

4. WRITER CAN CALL YOU ONCE REVIEW THE CONCERN WITH THE KIA REPS.

CUSTOMER STATED;
I.CALL ME ON MY CELL AT 423-741-6122.
2. THANK YOU.

FEEPHONE LOG 05 09 2007 ol 339 PMUS Mountain Standard Time Elcon Action Type:Ougoing eal}
WRITER CALLED Greystoke Kia DEALER.

OPERATOR STATED:

I. WE ARLE NO LONGER A KIA DEALER.

2. WE ARE A CHEVY DEALER.

*** PHONE L.OG 05/09/2007 02:02 PM US Mountain Standard Time ELcon Action Type:Incoming call
WRITER CALLED DPSM Tom Morgan.

DPSM Tom Morgan STATES

L.WILL BE OUT OF THE GFFICE UNTIL 5/14/2007.

2.YOU CAN CALL DPSM CLYDE TEASLEY FOR ASSISTANCE IN TN DEALERS.

*** PHONE LOG 05/092007 02:0% PM US Mountain Standard Time ELeon Action Type:incoming cali

WRITER CONTACT DPSM CLYDFE TEASLY AND LVM.

WRITER STATED:

L. WRITER CALLING REGARDING CUSTOMER ALR BAG CONCERN.

2. THIS IS DPSM  Tom Morgan REGION AND HIS MESSAGE SAID TO CONTACT YOUu.

3. WRITER CONTACT THE Greystoke Kia DEALERSHIP AND WRITER WAS TOLD THEY ARE NO LONGER A KIA
DEALERSHIP. :

4. PROVIDED CUSTOMERS INFO)

E'
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W Prod. Date:  11/27/06 Dealer; TNO1O  Grindstaff Kia of Johnson
(TN010) DEALERSHIP.
6. CUSTOMER SAYS THE AIRBAG LIGHT IS STILL ON WHEN THERE IS A 300POUND PASSENGER SITTING IN
THE SEAT.

7. CALL BACK WRITER.

¥ EMAIL OUT _ ELeon Action Type:External email
Send to:[Cteasley@kiausa.com]
You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case. I it has been

sent 10 you in error, please notify the Kia Consumer AffAIRs Dept. at 949.595.5802 AND delete this email.

The artached Case is the exclusive property of Kia Motors America and is a Confidential And Proprietary document. 1t is not to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

From Ed Leon .
Extn 46396

<<File Attachment: W\copubs\ClarifyOBRCA_Attachments\SendHistory\Case_K1308094_ELeon_03-09-2007150556.doc>>

== PHONE LOG 05/10/2007 (5:02 AM US Mountain Standard Time ELeon Action Type:Incoming call
WRITER RECEIVED VM CALL FROM DPSM CLYDE TEASLY .

CLYDE STATED:

t. WE NEED TO HAVE THE CUSTOMER BRING THE VIHICLE BACK TO THE KlA DEALER.
2. YOU CAN CALL ROBBY AT THE GRINDSTAFF KIA DEALER.

3. ROBBYS NUMBER IS 423-262-4200.

4. THANK YOU.

=12 PHONE LOG 05/11/2007 01:47 PM US Mountain Standard Time Eleon Action Type:Owgoing cail

WRITER CONTACT CUSTOMER AND LVM.

WRITER STATED;

1. WRITER HAD CONTACT THE GREYSTOKE KIA DEAILER AND THEY ARE TELLING WRITER THEY ARE NO
LONGER A K1A DEALER.

2. WRITER SPOKE TO A DPSM.

3. THE DPSM STATED THAT YOU WILL NEED TO BRING THE VEHICLE BACK TO A KIA DEALER.

4. PLEASE CALL BACK WRITER SO WE CAN REVIEW THIS.

5. PROVIDED WRITER 5§ NUMBER.

**x PHONE LOG 05/15/2007 06:32 AM US Mountain Standard Time ELeon Action Type:Qutgoing call
WRITER CONTACT CUSTOMER AND LVM.

WRITER STATED:

l. WRITER SPOKE TO A DPSM.

2. THE DPSM STATED THAT YOU WILL NEED TO BRING THE VEHICLE BACK TO A KIA DEALER.
3. PLEASE CALL BACK WRITER.

**¥ PHONE LOG 05/15/2007 10:25 AM US Mountain Standard Time TShamburger Action Type:Incoming call
Lvnn called

I wanted to know if Ed is avail

soft transfered o Fd.
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**3 PHONE LOG 05/15/2007 10:41 AM US Mountain Standard Time ELeon Action Type:Incoming call

WRITER RECEIVED CALL FORM CUSTOMER.

WRITER STATED;

1. WRITER HAD SPOKEN TO THE DPSM.

2. DPSM HAS RECOMMENDED THAT YOU TAKE THE VEHICLE BACK TO THE KIA DEALER FOR INSPECTION OF
THE SEAT.

3. THEY ONLY WAY TO MAKE REPATRS IS TO HAVE A KiA DEALER LOOK AT THE VEHICLE SEAT OR AIR
BAG SENSORS.

4, WRITER RECOMMENDS YOU CALL A KIA DEALER AND SCHEDULE AN APPOINTMENT.

5. WHEN THE VEHICLE IS AT THE K1A DEALER YOU CAN CALL WRITER AND WRITER WILL CONTACT THE
SERVICE MANAGER AND ADDRESS THE CONCERN.

CUSTOMER STATED:

1. THE AJTR BAG LIGHT DOES NOT COME ON ALL THE TIME.
2.1 WILL NEVER KNOW WHEN THE LIGHT WILL COME ON.

3. THE KIA DEALER SAID THAT WHEN TIIE LIGHT DOES COME ON WHILE 1 HAVE A PASSENGER THEN
BRING IN THE VEHICLE RIGHT AWAY.
4. 1 CANNOT MAKE AN APPOINTMENT FOR THIS.

WRITER STATED;

1. 1F THE AIR BAG LIGHT DOES COMES ON WHEN  YOU DO HAVE A PASSENGER YOU CAN TAKE THE
VEHICLE TO THE KIA DEALER AND CALL WRITER.

2. WRITER WILIL. CONTACT THE SERVCIE MANAGER AND RECOMMEND HE CONTACTS THE RESOURCES KlA
PROVIDES THE DEALERS.

CUSTOMER STATED:
L TWILL HAVE TO DO THAT THEN.

2 EDONT KNOW WHEN THE LIGHT W COME BACK ON OR WIEN IT BOES | MAY NOT BE CLOSE TO THE KiA
DEALER .

3.TWILL LET YOU KNOW.

4. THANK YOU.

¥ CASE CLOSE 05/15/2007 10:43 AM US Mountain Standard Time ELeon

WRITER CLOSING CASE PENDING CUSTOMER CALLS BACK WITH FURTHER CONCERNS.

*** PHONE LOG 05/15/2007 11:34 AM US Mountain Standard Time ELeon Action Type:Incoming cail
WRITER RECEIVED CALL FROM CUSTOM.ER,
CUSTOMER STATED:

t. THE ATR BAG LIGHT JUST CAME ON AND WE DROVE TO THE K1A DEALER.
2. THE STAYED ON WHEN THE KIA TECH CAME OUT.

WRITER STATED:
I. WRITER WILL CONTACT THE DEALER AND GET THEIR DIAGNOSIS.
2. WRITER WILL CALL YOU LATER.
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1. My CELL 1S I
2. THANK YOU.

#**+ PHONE LOG 05/15/2007 11:42 AM US Mountain Standard Time ELeon Action Type:Outgoing call
WRITER CONTACT KIM SERVICE ADVISOR AT GRINDSTAFF KIA  423-262-4200..

WRITER STATED:

1. CALLING REGARDING CUSTOMERS VEHICLE .

2. DID YOU HAVE THE OPPORTUNITY TO INSPECT THE VEHICLE PASSENGER SEAT?

KIM STATED:
1. THE SCANNER RECEIVED NO CODES.
2. THE LIGHT COMES ON WHEN THE CUSTOMERS HUSBAND SITS IN THE SEAT.

3. THE AIR BAG LIGHT GOES OFF AND WORKS CORRECTLY WHEN THE TECH SITS IN THE SEAT.
4. THE CUSTOMER WILL BE DROPPING THE VEHICLE OFF TOMORROW MORNING.
5. THE DPSM WILL BE IN TOMORROW AND WE'LL HAVE HIM TAKE A LOCOK AT THE VEHICLE.

WRITER STATED:
1. WRITER WILL CALL YOU TOMORROW FOR AN UPDATE.
2. THANK YOU.

=+ PHONE LOG 05/16/2007 02:33 PM US Mountain Standard Time ELeon Action Type:Incoming call
WRITER CALLED GRINDSTAFF KA SERVICE DEPT.

WRITER DID NOT RECEIVED ANSWER OR VM.

WRITER DISCONNECTED AFTER 40 RINGS.

=k PHONE LOG 05/17/2007 01:55 PM US Mountain Standard Time ELeon Action Type:Quigoing calt
WRITER CALLED  GRINDSTAFE KIA SERVICE DEPT.

WRITER DID NOT RECEIVED ANSWER OR VM.

WRITER DISCONNECTED

*#+x PHONE LOG 05/17/2007 02:01 PM US Mountain Standard Time ELeon Action Type:Outgoing call

WRITER CONTACT CUSTOMER.

WRITER STATED:

1. WRITER CALLING REGARDING CUSTOMERS AT BAG LIGHT CONCERN.

2. KIM AT THE KIA DEALER SAID YOU WERE AT THE DEALER WHEN THE CUSTOMER HAD BROUGHT THE
VEHICLE IN.

3. WRITER 1S UNABLE TQO REACH THE DEALER ON TWO ATTEMPTS.

4. CALL WRITER.

**% EMAIL OUT _ELeon Action Type:External email
Send to:[ Tmorgan@rkiausa.com]
You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  1f it has been

sent fo you in error. please notify the Kia Consumer AftAIR Dept. at 949.595.5802 AND delete this email.

The attarhad Cace ic the evelucive nranertu of Kia Maotare Amerira snd ic a Confidential And Pennrietary dornment T ie nnt 1o he




Kia Motors America

Consumer Aff4IRs Department Page 5 of 3

Last name First_name VIN of 2007 SORENTO 4X2 AT Case Number Milcage

. KNDID736875 K1308094 6,000
Joncsborough,TN- Prod. Drate:  11/27/06 Dealer: TNO10  Grindstaff Kia of Johnson

From Ed Leom
Extn 46396

<<File Attachment: Wcopubs\ClarifyOBIMCA_Attachments\SendHistory\Case K1308094 ELeon_05-17-2007145853 . doc>>

¥+ PHONE LOG 05/18/2007 08:10 AM US Mountain Standard Time FValdez Action Type:Outgoing call
DPSM T MORGAN STATED
1. 1WAS THERE 1 INSPECTED THE VEH ABOUT 30 TIMES THE LIGHT WAS NEVER ON

2. WE HAD TECH PEOPLE TEST THE SEAT AND THE AIRBAG DID NOT COME ON
3. THE VEH IS WITHIN SPECS..REFER CUST TO OWNER'S MANUAL ATRBAG SECTION

*** PHONE LOG 05/18/2007 08:15 AM US Mountain Standard Time FValdez Action Type:Qutgoing call
CUST STATED ' -
1. YES EVERYTHING IS WORKING FINE NOW ON THE VEH

2, ILL CALL YOU BACK IF ANYTHING COMES UP THANK YOU

**+* CASE CLOSE 05/18/2007 08:17 AM US Mountain Standard Time FValdez

3 EMAIL IN 05/22/2007 11:13 PM Pacific Daylight Time CLARIFY@KIAPROD.KIAUSA.COM

DLRTNO10  Re: Name/Vind || KGR <~oi073637- 0 TOM MORGAN CHECKED

VEHICLE FOR PASSTNGER ATR BAG BREING INOPERATIVE ALL CONDITIONS NORMAL WORKING TO
SPECS AT TIUS TIME -

*#¥ NOTES 07/03/2007 03:04 PM Pacific Daylight Time ELau Action Type:Manager review
Tread Review Done

**+ CASE CLOSE (7/03/2007 03:04 PM Pacific Daylight Time ELau

*** PHONE LOG 07/23/2007 09:48 AM US Mountain Standard Time SFeon Action Type:Incoming call
Ms Tokash stated:
1. can | speak to Leon?

. my PASSenger seat bottom was replaced because of AIR bag light
- it il comes buck on

. dealer did every thing they can and they were awesome

- it is doing intermitiently

6. Head technician can see it is on while my sot was seating on it

7. but computer cannol realize anything wrong

Al - NPV ]
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Last name First name VN of 2007 SORENTO 4X2 AT Case Number  Mileage
I knDID736875 K1308094 6,000
Jonesborough, TN I Prod. Date:  11/27/06 Dealer: TNO10  Grindstaff Kia of Johnson

writer stated:
1. sorry for situation
2. need to call the dealer for more info

<outgoing call>

writer stated:

1. spoke to Kim/SVCA

2. how can we help this customer?

3. ¥**yrriter lefi VM message for SVCM to call wiiter back

Kim/SVCA stated:

t. we all looked at the vehicle

2. there was nothing wrong with the vehicle
3. Tom Morgan looked at it

4. transferred writer to SM

writer stated;

1. spoke to Ms

2_ will call customer back
3. provided ext #

% PHONE LOG (0°77/23/2007 02:29 PM US Mountain Standard Time Sleon Action Type:Ouigoing call
writer calied the dealer and no one answered the phone

*+* PHONE LOG 07/24/2007 06:28 AM US Mountain Standard Time Sleon Action Type:Outgoing call
writer stated:

1. spoke to Roby/SVCM

2. how can | help customer?

3. will call Tom Morgan/DPSM for more advise

Roby/SVCM stated:

1. Tom Morgan/DPSM looked at this vehicle in 5/16
2. it was verilted as operating as it designed

3. I will do what ever you puys ask to do

*** PHONE LOG 07/24/2007 06:53 AM US Mountain Standard Time Sleon Action Type:Incoming call
writer let VM message for Tom Morgan/DPSM o call writer back:
1.LEFT CASE#. EXTH#

*++ EMAIL OUT _ SJeon Action Type:External email
Send to:fimorgan{@kiausa.com}
You have been sent a Kia Consumer Assistance Case tor vour reference and action as mav be noted in the Case. I it has been

sent to yob in error. please notify the Kia Consumer attAIRs Dept. a1 949,595 5802 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 1o be
distributed or disseminated to anv third partv without the express written consent of Kia Motors America.
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Last_name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
] KNDID736875 NN K 1308094 6,000
Jonesborough, NI Prod. Date:  11/27/06 Deater: TNO10  Grindstaff Kia of Johnson

Sue: ext 46915

<<File Attachment: \copubs\ClarifyOBRCA_Atiachments\SendHistory\Case _K1308094_SJeon_07-24-2007075647.doc>>

**++ PHONE LOG 07/25/2007 06:28 AM US Mountain Standard Fime Sleon Action Type:Incoming call
Tom Morgan/DPSM stated:

1. we tried to check with various sized of people there

2. it worked fine then

3. send customer back to the dealer to check

#++ pHONE LOG 07/25/2007 (07:02 AM US Mountain Standard Time SJeon Action Type:Cutgoing call
writer stated:
I. advised 1o take the vehicle back to dealer while it is acting up

Ms -statcd:

1. 1 have done that
2. I don't understand why do 1 need o do it again
3. my husband weighs more than 300 pound and it dees ot go off

writer stated;
1. will follow up again

2w PHONE LOG 07 27 2007 12:12 PM US Mountain Standard Time Sleon Action Type:Incoming calt
writer left VM message for SVCM to call writer back

*6% PLONE LOG 07/31/2007 09:14 AM US Mountain Standard Time Sleon Action Type:Qutgoing call
writer left message for SVCM 1o call writer back

**¥x PHONE LOG 08/02/2007 06:34 AM US Moumain Siandard Time Sleon Action Type:Outgoing call
writer stated:
1. spoke to Roby/SVCM

2. was the AIR bag light acting up when the person occupied the seat?

Roby/SVCM stated:

1. it has been working as it designed
2. customer's husband who is extra large person was on and the fight was off
3. but he change the distribution of his weight, it was on
4, can take care of the wire problem

=+ NOTES 08/02/2007 12:31 PM US Mountain Standard Time Sleon Action Type:Manager review

. B e B i 3 R  Ta LT
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Last name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
KNDID736875 K1308094 6,000

Jonesborough, TN - Prod. Date:  11/27/06 Dealer; TNOLO  Grindstaff Kia of Johnson

2. customer does not agree with it
3. customer has new vehicle with low mileage
4. please contact to customer

**+ PHONE LOG 08/07/2007 09:39 AM Eastern Daylight Time CCarroll Actien Type:Outgomg call
Wtr. states
1. Ift vinx for cust

*kx PHONE LOG 08/07/2007 12:25 PM Eastern Daylight Time CCarroll Action Type:Incoming call
Cust states
1. I'm returnign your call

-Yes myAIRbag light is going on and off intermittantly

. This is a saftey issue someone needs to do something

. well they did replace the seal pad at one time

. and they have duplicated it

. 'have taken it in once , | guess I can again

- but the dIr states they cannot do anything unless the ree authorization from you
8. Okay | don't care where or when it happens 1 am taking it into a dir

Wir. states

1. Thanks you for returning my call

SIS RN

2. are you continuing to have concerns with you A]Rbag

3. Tunderstand your position

4.in order for me to review this concern further

5. you will need to takw the vchicle back into the dlr when the concern is present
6. once the dlr can dup the concern ,. 1 will t/u with you at that time

7. at this point it's K1A's pstn the veh is operating according to design

8. Cust hung up...not pleased with wir responce

*** CASE CLOSE 08/07/2007 01:44 PM Eastern Daylight Time CCarroll
wir to close case ...pending diag from dlv

¥ PHONE LOG 01/30/2008 10:57 AM Eastern Daylight Time CCarroll Action Type:Incoming call
wir states
I. spoke with FTR Steve R

2. I'TR states completed reflash OCS for cust on 1/29/08

% CASE CLOSE G1/30/2008 11:43 AM Eastern Daylight Time CCarroll




Kia Motors America
Consumer Aff4IRs Department

Pa‘ge 1of4
Last name First name VIN of 2008 SORENTO LX 4X2 Case Numbher  Mileage
] knNDID73588s N K1591514 7,000
Pride, LA [ ] Prod. Date:  4/3/08 Dealer: LA0O1  Kia of Baton Rouge
Case History Complaint Repurchase

*** PHONE LOG 05/22/2009 11:42 AM US Mountain Standard Time RBriones
Customer vr ) Stated:
Bought a Kia just before Christmas last year.
2 Have had many problems with the vehicle.
3. Spoke with Ben {general manager) at dealer.
4. He gave me your number to speak with you about this.
5. Was having a problem with brakes,
6. Svc dept had replaced the brakes before they realized that problem was with hubs.
7. They then replaced the battery on the vehicle.
8. Have a problem with trans slamming into gear around 30 mph.

9.  Dealer supposedly rep/]IR ed the transmission.

10. However, now it is going back o dealer tomorrow for whine noise in rear end, brakes squealing, transmission slamming into
gear, and scratches on dashboard.

1. This is the worst f**king mistake I have ever made buying this car.

12. If they don't fix it this time, I will stop payments on i,

13 Also, last time T was in they gave a little mazda 6 to drive.

14. Got an SUV becausce T wanted a big car.

15. I will just keep driving it if they don't give me another SUV to drive.

I6. i 1 could give this vehicle baek right now ! would.

Writer Stated:
1. Apologized for prob.

We are here (o assist with warranty repAIRs.

Can follow up with svc dept for customer.

Will see if there is any assistance we can provide.

Rental or loaner 1s not a provision of Kia warranty.

Kia does assist on a case by case basis.

However there is no guarantee that it will be a vehicle of comparable size.

N B

*** PHONE LOG 05/26/2009 01:56 PM US Mountain Standard Time RBriones Action Type:Outgoing call
Writer called LAOOT and Danny in sve staled:

b Vehicle s on a parts hold in my computer.

2. lam not the one working on the vehicle.

3. Have six items on the RO.

4. Customer stated trans shifts hard and we are going to upgrade ECM and TCM.

5. Other complaint was low tire pressure. and we adjusted tire pressure.

6. Next was the complaint with PASSenoer seat AIR bag light, and we are completing SCo76.
7. Inregards lo the rear noise/whine, we ordered entire carrier.

8. Finally. there was some damage to dashboard when radio was replaced.

9. Weare replacing the assembly around the vadio.

10.  Information was last updated yesterday,

Writer Stated:
I.  Thanks for the into.

*** PHONE LOG 05/28/2009 04:13 PM US Mountain Standard Time RBriones Action Type:QOutgoing call
Writer called DPSM and stated:




Kia Motors America
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Page 2 of 4
Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
KNDJID73588 5N K1591514 7,000
Pride, LA- . Prod. Date:  4/3/08 Deater: LAOO1  Kia of Baton Rouge

1 Advised of customer vehicle, dealer, and problem.

2. Vehicle at dealer malt times for same concems.

3. Advised of what svc dept stated.

4. Customer talking about having veh taken vehicle back (did not specifically mention lemon law).

DPSM, Hunter Jones stated:
1. Wil call dealer tomorrow to find out what is going on.
2. €an sec what is going on with the car.

Writer Stated:
1. Thanks for the help

*+* NOTES 05/28/2009 04:14 PM US Mountain Standard Time RBriones Action Type:Manager review
Dispatched for:
1. New vehicle, low miles.

2. Vehicle at dealer for repeat repAIR $ or rear noise and trans hard shitt.
3. Review of customer concerns and early inlervention.
4. Customer contact.

*++ PHONE LOG 06/02/2009 04:00 PM Eastern Daylight Time JWright Action Type:Outgoing call
Writer calted customer (II:

writer stales:

. Writer calling 1o address customer concems.

. Writer apologizes for customer extensive service history.

. Writer would like to call DPSM and dealership to investigate customer concerns.

. Writer will call customer back once case has been investigated.

B

=

. Writer would like for customer to consider GW olfer ence vehicle as been rcp/‘iIRcd to customer satistaciion,
. Writer thanked customer for your patience.

o

Diilion states:

. Vehicle has been in 2X for trans. rear end noise. AIR-bag_ TPMS light.
. Wife is currently driving vehicle at this time.

. Have not re-contacted dealership and advise of current concerns,

. Have not had a chance to cail dealership back.

. Have made a few payments of $477.00/month but car is always in shop.
. Please call me back when you hear something.

S b i b —

*** PHONE LOG 06/04/2009 03:34 PM Eastern Daylight Time JWright Action Type:Outgoing call
Customer {Dillion) called writer and LVM:

1. I have a question about my vehicle.

2.. Please call me back to discuss.

4+ NOTES 06/05/2009 (09:59 AM Eastern Daylight Time FWright Action Type:Manager review
Writer sent e-mail to Kerry (SM-LAOO1) requesting service RO's for customer.
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Last name First name VIN of 2008 SORENTO LX 4X2 Case Number Mileage
| kNDPID73583 5N K1591514 7,000
Pride, LA I Prod. Date:  4/3/08 Dealer: LAOO!  Kia of Baton Rouge

Writer called customer (I
1. Phone rang and gave message that voicemail cannot be set up.
2. Call back later.

*#* NOTES D6/08/2009 03:12 PM Eastern Daylight Time JWright Action Type:Manager review
Writer sent e-mail to Kerry (SM-LAQOT) requesting all service history be sent to writer,

*** PHONE LOG 06/10/2009 11:09 AM Eastern Daylight Time JWright Action Type:Outgoing call
Writer called customer (S IR:

writer states:

1. Writer calling customer back to address customer vehicle concerns.

2. Writer has received customer history from dealership.

3. Writer apologizes for he multiple repA IR to the customer vehicle.
4, What are the vehicle current concerns?
5. Customer will need to make an appointment with dealership to resolve current concerns.

6. Wniter willing to offer GW once vehicle has been repAIRed.
7. Please let writer know when vehicle is back in dealership so writer can get manufacturer involved.
8. Writer thanked customer for his time.

Dillion states;
1. Thank you for the return call.

2, The rear epd has winning noise,AlR-bag does not work correctly, TPMS light works intermitiently.
3.1 will need to call and set up and appointment for a Saturday.
4. 1 will let you know.

4 NOTES 06/16/2009 09:57 AM Eastern Daylight Time JWright Action Type:Manager review
Writer received e-mail from Kerry (SM-1A00T);

AIRbag light — No DTC’s — QCY sensor works fine.

TPMS light — No DTCs.

Whining noise from rear cnd — Normal characteristic. Compared to new vehicle.

New Radic  no go

Transntission shifis hard berween 45-55 MPH — unable 1o duplicate at this time

Whats next?

*** NOTES 06/16/2009 09:57 AM Eastern Daylight Time JWright Action Type:Manager review
Writer advised to give back to customer if finished.

*** PHONE LOG $6/22/2009 01:29 PM Eastern Daylight Time JWright Action Type:Outgoing call
Writer called customer (I on 618/09:

writer stales,

1 Wreiter calling 1o address customer coneerns,

2. Writer apologizes for customer concerns.

3. Writer undersiands that dealership was not able to duplicate customer concerns on last visit.

4. Writer willing to offer GW of one car payment for past history but that is Kia's only offer.

5. Writer uhderstands your position.
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KNDID73583 K1591514 7,000
Pride, LA- Prod. Date:  4/3/08 Dealer: LAO0!  Kia of Baton Rouge

7. Please let writer know if you need our assistance in the future.
(E-mail from dealership below regarding customer last visit).

Dillion states:

. My vehicle has AIR -bag concems, noise in rear, A/C concerns.
2. All due respect, I do not want you car payment.

3. Fam going to taik to the BBB and see what they can do.

4. I do not blame you.

5. I guess that is all you can do at this point.

EMAIL FROM LA00O] (SA-Mark):

Just to let you know on our little voyage together he couldn’t duplicate not one of his concems. The PASS AIR bag light
worked as designed, no TPMS light was on and he mentioned that the transmission shifted the best it ever has. He said he could
“stightly” hear the noise from the rearend but he says normally its 5 times louder than what it was doing at the time of test drive.
He was getting very frustrated at the fact that the vehicle wasn’t duplicating any of his concerns at the time. He did mention a
number of times that he didn’t want the vehicle any longer and mentioned sending pictures of problems to Jimmy Wright. He also
mentioned he taiked 1o the Better Busincss Bureau and quoted the lemon faw.

I'told him that | understand his frusirations but that it wasn’t our fault that we couldnt duplicate his coneerns. T also stated that we

want to find the issues that he is complaining about because that’s how we get paid. He said he totally understood. He is going to
pick up tomorrow. _....Mark Brommer.

*** CASE CLOSE 06/22/2009 04:13 PM Eastem Daylight Time §Wright
Case closed pending further customer contact.

**% CASE CLOSE 07/06/2009 01:18 PM Pacific Davlight Time ThomasT

" . LIV |
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Last_name First name VIN of 2608 SORENTO LX 4X4 Case Number Mileage
. KkNDIC73568S | K1565866 2,700
Aurora, CE- Prod. Date:  9/18/07 Deater: CO022  Shortline Automotive, inc.
Case Hislory Complainl RenA IR Accicianrs

SURVEY DATE : 03/17/2009
SERVICE DATE : 03/11/2009

PER SURVEY CONDUCTED, CUSTOMER FEEDBACK IS :
Response for Service Survey Question Q6b, What caused the dealer not to complete the work requested?:
- The problem came back after leaving the dealership
- One or more items requested was not done
Response for Service Survey Question Q7, How many times did you need to return 1o the dealership before the work was
completed to your satisfaction?:
- Problem was not resolved
Customer Comments: None

Case created and dispatched to Kia Consumer Assistance Center for customer contact and assistance.

*** PHONE LOG 03/18/2009 04:08 PM US Mountain Standard Time LSims Action Type:Qutgoing call
Ms ‘tated

. I am having problem with the key getting stuck in the ignition

. it will not come out - they changed the cable the first time

- I'took it in 2 week ago monday - the day after that it did it again

.they ordered a new cable and It happened agatn

i have to take it back in again

. the TPMS light goes on and off when it feels like it

. the PASSAIRb'lg light goes on and off whenever it feels like it
. my husband is 200 Ibs and my daughter is 90 lbs

. my thing is if I get into an accident then theA]Rbag does not come out then we will have a big problem

wir stated

). calling in response 1o callers survey

2. that indicated tha caller may have had some unresolved issues

3. gave caller case # and wir ext - advised 10 call back when the veh js back at the dealer

4. wtr will foltow up on the rep AR at that time

caller stated

1. 1 witl not be able to take the veh in until spring break
2. L will give  you a call when | iake it in

3. thank you

*** CASE CLOSE 03/18/2009 04:10 PM US Mountain Standard Time LSims

*** PHONE LOG 03/24/2009 06:17 AM US Mountain Standard Time UValencia Action Type:Incoming call
800# VM BY JAMLES FROM CO022
1.- PROVIDED VN

2.- VEHICLE IN FOR THE IND TIME FOR SAME CONCERN RELATED TO IGNITION KEY. TPMS. AND ATR BAG
LIGHT
3.- PLEASE CALL ME BACK
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Last name First name YIN of 2008 SORENTO LX 4X4 Case Number  Mileage
] KNDIC735685 | K1565866 2,700
Aurora, CO- Prod. Date:  9/18/07 Dealer: CO022  Shortline Automotive, Inc.

WRITER CALLED JAMES @ CO022{VOICEMAIL)

1 CALLING TO FOLLOW UP ON YOUR SERVICE ALERT VOICEMALL
2PROVIDED CALL BACK INFORMATION AND CASE NUMBER
3 PLEASE CALL ME BACK

**¥ PHONE LOG 03/24/2000 02:32 PM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER RECEIVED CALL FROM GENE (@ C0022

Dealership Contact Name:  GENE @ €022

Y ear/Model/Mileage of Vehicle: 08 SORENTO 2700
RO Open Date: 3/24/09

Days Pown at initial Service Alert Report; 0

RepAIR issue: TPMS LIGHT , AB LIGHT
ETA for completion of repAIR s: 3/25/09

Repeat PAIR (Y/N) if s0, how many? YES 1
Techline Case? If so, #7 NO

Rental provided? If so, since when? YES
DPSM contacted by dealer? NO

WRITER REVIEWED CASE WITH GENE @ CO022

1 FIRST TIME IN WE REPLACED THE INNER SWITCH

2 HOWEVER TODAY WE FOUND THAT THE GEAR SHIFT WAS OUT OF ALIGNMENT . CAUSING IT NOT TQ
CONNECT TO THE BRAKE COMPONENT

350 WE ARE ADJUSTING THE SHIFT. SHOULD RESOLVE THAT ISSUE

4 TPMS LIGHT CODL HAS BEEN CLEARED. I'T WAS R CODE SO WE FEEL THAT OUTSIDLE
INTERFERENCE{BLACKBERRY. MP3 ETC)

5 WE WILL ADVISE HER ON THAT

6 THE AB LIGHT ISSUE HAS NOT BEEN DUPLICATED

7 WE HAVE HAD 5 PEOPLE SIT IN THE SEAT AND THE LIGHT HAS NEVER COME ON

8 50 WE ARE GOING TO KEEP IT OVERNIGHT AND WILL MONTOR THIS ISSUE, ALONG WITH THE OTHERS
9 IF THERE ARE NO FURTHER PROBLEMS WE WILL RELEASE IT TOMORROW

10 CUSTOMER AWARE | SPOKE TO HiM TODAY

11 PROVIDED CALL BACK NumMBER For cusTomer [ G

*** PHONE LOG 03/24/2009 02:47 PM US Mountain Standard Time TLarson Action Type:Oulgoing call
WRITER NOTING , DEALER WILL FOLLOW UP WITH WRITER, IF NO UPDATE RECEIVED WRITER TO CALL
DEALER BEFORE CALLING CUSTOMER '

*** PHONE LOG 03/25/2009 01:47 PM US Mountain Standard Time TLarson Action Type:Outgoing call
WRITER CALLED GLENN @ C0O022

! CALLING TO CHECK THE STATUS OF THIS VEHICLE
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GLENN @ CO0022

1 GENE IS WORKING ON THIS CASE

2 BUT HE IS OUT ON THE DRIVE

3 IM NOT SURE OF WHAT WAS DONE 1T APPEARS ITS READY TO GO

4 CAN 1 HAVE HIM CALL YOU 7 WHAT 1S YOUR EXT AND CASE NUMBER?

WRITER ADVISED

1 OK THANK YOU
2 PROVIDED CALL BACK INFORMATION AND CASE NUMBER

*** PHONE LOG 03/25/2009 (2:20 PM US Mountain Standard Time TLarson Action Type:lncoming call
WRITER RECEIVED CALL BACK FROM GENE @ C0022

I CALLING YOU BACK

2 LJUST SPOKE WITH THE CUSTOMER

3CALL ME BAiiK ﬁilﬁ)i WILL LET YOU KNOW WHAT WE TALKED ABOUT
4 1M A

*#* PHONE LOG 03/25/2009 02:24 PM US Mountain Standard Time TLarson Action Type:Qutgoing call
WRITER CALLED GENF & CO022

1 CALLING YOU BACK
2 WHERE ARE WE AT WITH THIS CASE?

GENE @ C0022

I WE WUST SPOKE WITH THE CUSTOMER

2 ADVISED HER THAT WE HAVE BEEN UNABLE TO DUPLICATE THE AB LIGHT CONCERNS

3 SO SHE 1S GOING TO PICK UP THE VEHICLE TODAY

4 SHE WILL ARRANGE A TIME TO BRING [T BACK IN SO WE CAN ADDRESS THE AB LIGHT FURTHER
5 WE HAVE ADVISED HER SHE NEEDS TO DEMONSTRATE THE CONCERN BEFORE WE CAN FIX T

6 CUSTOMER UNDERSTANDS WILL CALL US WHEN SHE IS PREPARED TO BRING IT BACK IN

WRITER ADVISED
1 OK. THANK YOU

**= PHONE LOG 03/26/2009 09:33 AM US Mountain Standard Time TLarson Action Type:Qutgoing cail
WRITER CALLED CUSTOMER (N © A T NUMBER)

e s e e e ¢ e e TraEEE R AR e i s e e e e A FTY s . ——
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3 THE DEALER SAYS THAT YOU PLAN ON TAKING IT BACK TO THEM SO THEY CAN ADDRESS THE AB LIGHT
CONCERNS

CUSTOMER ADVISED

1 YES WE DID GET IT BACK

2 AND WL PLAN ON GOING BACK TO THE DEALER

3 THEY SAID THAT THEY WOULD NEED TO LOOK AT THE VEHICLE FURTHER
4 THEY TOLD ME THAT THE LIGHT WAS CAUSED BY A TOM TOM DEVICE

WRITER ADVISED

! MY UNDERSTANDING OF THE CASE IS THAT THE TPMS LIGHT WAS CAUSED BY OUTSIDE INFLUENCE(TOM
TOM, MP3 , BLACKBERRY ETC}

2 THE AIRBAG LIGHT WAS NOT DUPLICATED
3 SO THEY CAN LOOK AT BOTH WHEN THEY RETURN
4 NOW WHEN YOU DECIDE TO TAKE IT BACK TO THE DEALER WOULD YOU BE ABLE TO LET US KNOW WHEN

YOU WILL RETURN SO WE CAN FOLLOW UP ON THE REPATR'S
5 CAN | GIVE YOU OUR NUMBER?

CUSTOMER ADVISED

I MY WIFE DRIVES THE VEHICLE
2CAN YOU CALL HER SHE IS AT

WRITER ADVISED

1 YESTWILL CALL HER

*** PHONE LOG 03/26/2009 09:45 AM US Mountain Standard Time TLarson Action Type:Ouizomg call
WRITER CALLED CUSTOMER (MRS @ MAIN NUMBER)

1 CALLING TO FOLLOW UP WITH YOU

2 [ SPOKE WITH YOUR HUSBAND AND HE ASKED ME TO CALL YOU CONSIDERING THIS WAS YOUR VEHICLE
3 THE DEALER REPORTED THE VEHICLE TO US AS BEING IN MULTIPLE TIMES FOR THE SIMILAR CONCERNS
4 EXPLAINED THAT WE HAVE BEEN IN CONTACT WITH THE DEALER WHO HAS ADVISED THAT YOU WILL BE
RETURNING TO THE DEALER ANOTHER TIME IF THE LIGHTS COME BACK ON 1S THAT RIGHT?

CUSTOMER ADVISED

I YES WE GOT IT BACK

2 AND WILL BE GOING BACK IN IF THE LIGHTS COME ON

3 WE ARE HAVING A BLIZZARD RIGHT NOW AND WiLL NOT BE DRIVING THE VEHICLE VERY MUCH THIS
WEEK OR NEXT

4 HOWEVER IF THE LIGHT COMES ON WE WiLL GO BACK

WRITER ADVISED




Kia Motors America
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Last name First name VIN of 2008 SORENTC LX 4X4 Case Number  Mileage
] kNDIC73563 N K1565866 2,700
m_ Prod. Date:  9/18/07 Dealer: CO022  Shortline Automotive, Inc.
} OK GREAT
2 THANKS FOR THE UPDATE

3 IF YOU DECIDE TO GO BACK TO THE DEALER PLEASE LET US KNOW
4 PROVIDED CALL BACK INFORMATION AND CASE NUMBER

S THAT WAY WE CAN BE ON TOP OF THE REPATR'S, WE WILL THEN UTILIZE ALL RESOURCES TO RESOLVE
THE CONCERNS

CUSTOMER ADVISED

1 OK THANK YOU
ZTWILL CALL YOU AND LET YOU KNOW

*** CASE CLOSE 03/26/2009 09:47 AM US Mountain Standard Time TLarson
CUSTOMER WILL RETURN TO DEALER IF LIGHTS COME BACK ON, SHIFT CABLE ADJUSTMENT PERFORMED

**¥ CASE CLOSE 04/09/2009 03:13 PM US Mountain Standard Time JHirshiield
Tread AL Rbas review O1--JH




Kia Motors America
Consumer Aff4IRs Department
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Last name First name VIN of 2007 SORENTO 4X2 AT Case Number  Mileage
. KNDID736275 K1398904 7,000
Goldsboro, NC Prod. Date:_4/17/07 Dealer: NC020 _Deacon Jones Kia
Case History Complaint o ATR accictance

##* PHONE LOG 01/03/2008 01:23 PM US Mountain Standard Time UValencia
caller states

1.- I got a question, | have my Kia, | bought it Aug of 2007

2.- and I am having problems when some one seats on the PASS enger seat, it some times works and some times it doesn't
3.- Tam getting frustrated, because when some one seat on that seat

4.- it says that the AT Rbag i's off

5.- and 1 fecl that this situation should been taken care off

6.- they claimed that they reset it, and | showed it to the sve mgr, and he has seen that the light is on
7.- and sometimes it doesn't work, the last time was sometime in Nov, or Dec

wrl states

1.- apologized

2.- advised that cst need to make an apointment at the dealer, so wrt can follow up with sve mgr
3.- KMA will provide all available resources to fix vehicle properly

4 .- provided case#f and contact information

3. cst thanked wrt {or information

*** CASE CLOSE 01/03/2008 01:23 PM US Mountain Standard Time UValencia
closed pending cst callback

*** CASE CLOSE 04/10/2008 10:53 AM US Mountain Standard Time TMorales

AFFPe | o it e e ———




Kia Motors America
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Last name First name VIN of 2007 SORENTO 4X2 EX Case Number  Mileage
] KNDID736575 K1405949 5,000
Athens, AL NGB Prod. Date:  11/27/06. Dealer: ALO24  University Kia
Case History Complaint Pm)‘-" Ip Ac‘m'ctanr‘p
*** PHONE LOG 01/23/2008 10:02 AM US Mountain Standard Time SLarez
CUSTOMER STATES.

1. AT ABOUT 35 TO 40 MILES AN HOUR IT SEEMS LIKE IT HAS A PROBLEM SHIFTING.

2. THE PASSENGER SIDE AIR BAG LIGHT DOES NOT GO OFF ALL THE TIME, ONLY SOMETIMES.

3.1 AM LOOKING FOR A RESOLUTION

4.1LOVE THE CAR AND I LOVE THE WAY IT DRIVES EXPECT FOR THESE TWO THINGS.

5. THE CONCERN ABOUT SHIFTING IS NOT THAT BIG OF A DEAL, THE DEALERSHIP KNOWS ABOUT IT AND

THEY SAID THEY ARE WORKING WITH KIlA FOR A FIX, THE CONCERN | HAVE 1S THE PASSENGER sipt: AIR
BAG.

WRITER STATES.

1. 1AM SORRY THIS IS THE CASE.

2. LET ME CALL THEM AND THEN GO FROM THERE.

3. 1WILL CALL YOU BACK, WE DO HAVE REPROGRAMMING WE CAN DO, ONCE [ CALL THEM | CAN CALL YOU
BACK

CUSTOMER STATES.
1. THANK YOU

**#* PHONE LOG 01/24/2008 02:30 PM tIS Mountain Standard Time SLarez Action Type:Outgoing call
WRITER CALLED SHERYL IN SERVICE

SHERYAL. STATES/.

1. FKNOW THERE IS A RE FLASH BUT THE TECH SHOULD NOT HAVE TOLD THE CUSTOMER YET.
2. THE TOOL IS NOT AVAIL. TO US AS OF YET.

WRITER STATE.
ETHANK YOU TWH B INFORM CHRIS CURRY.

=% PHONE 1.0G 01/24/2008 02:39 PM US Mountain Standard Time SLarez Action Type:Incoming call
WRITER CALLED CHRIS CLIRRY

CHRIS STATES.

}. WE SHOULD HAVE THE TOOL AT THE REGION IN THE NEXT COUPLE OF WEEKS.

2T WILL BE AT THE DEALERSHIP RIGHT ATTER THAT.

WRITER STATE.
LIWILL CALL CUSTOMER BACK AND ADVISE THEM OF THE SITUATION THEN SET A COMMITMENT TO CALL
THE CUSTOMER AFTER MID FEB.

#EE PHONE LOG 017242008 02:35 PV US Mountain Standard Time SLarez Action Type:Outgoing call

WRITER CALLED MR,

WRITER STATES.

1. I SPOKE TO THE FACTORY REP ABOUT THE SITUATION

2. THE REPROGRAMMING TOOL SHOULD BE AVAIL IN A COUPLE OF WEEKS IN YOUR REGION.

3. THE DEALERSHIP SHOULD CALL YOU HOWEVER | WILL SET A COMMITMENT TOQ CALL YOU ON THE 13TH




Kia Motors America
Consumer Aff4/Rs Department
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Last name First_name VIN of 2007 SORENTO 4X2 EX Case Number  Mileage
knDIn736575 N K1405949 5,000
Athens, AL Prod. Date:  11/27/06 Dealer; AL024  University Kia
4.1F THEY HAVE NOT CALLED YOU BY THEN I WILL BE ABLE TO KNOW A LITTLE BIT MORE ABOUT THE
SITUATION
CUSTOMER STATES.

1. THAT 1S FINE WHAT ABOUT THE SHIFTING CONCERN.

WRITER STATES.
1.1DID NOT REALLY ADDRESS THAT WITH THEM, HOWEVER 1 CAN WHEN THE REP IS THERE.
2. 1WILL CALL YOU ON THE 13TH

CUSTOMER STATES.
1. THANK YOU.

*** CASE CLOSE 01/24/2008 03:00 PM US Mountain Standard Time SLarez

*** PHONE L.OG 02/13/2008 12:11 PM US Mountain Standard Time SLarez Action Type:Outgoing call
WRITER CALLED CUSTOMER BACK

WRITER STATES.

1. HAS THE DEALERSHIP CALLED YOU YET.

CUSTOMER STATES.
1. NOTHEY HAVE NOT CALLED ME

WRITER STATES,
I. 1 AM SORRY | WILL CALL THEM TO SEE WHAT E CAN FIND OUT.

CUSTOMER STATES.
1. THANK YOU.

*** PHONE LOG 02/14/2008 12:55 PM US Mountain Standard Time SLarez Action Type:Qutgoing call
WRITER CALLED CHRIS CURRY AGAIN REGARDING CASE AND AVAIL. OF TOOL.
1. PLEASE CALL ME BACK

*** NOTES 02/15/2008 61:16 PM US Mountain Standard Time SLarez Action Type:Manager review
FORWARDING TO REGIONAL OFFICE TO CONTACT CUSTOMER AS TO WHEN TOOL WILL BE AVAIL. IN ARFA

TO REPAIR PASSENGER AIR BAG OCS

*** NOTES 02/27/2608 02:56 PM Eastern Daylight Time CCarroll Action Type:Manager review
wir states

1. sent [tr request to Hunter Jones

2. fir advised 100l in Kia region

3. tool being used by another dir

4. wir to forward tool to AL024 by 3/3/08

5. wir will contact cust on tool rec'd back in region




Kia Motors America
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Last name First name VIN of 2007 SORENTO 4X2 EX Case Number Mileage
KNDID736575 TR K 1405949 5,000
Athens, AL Prod. Date:_11/27/06 Dealer: AL024 University Kia

**¥ PRIORITY CHANGE 02/29/2008 12:18:29 PM CCarroll

*** PHONE LOG 02/29/2008 01:58 PM Eastemn Daylight Time CCarroll Action Type:Incoming call
wir states

I. rec'd pes tool

2. witr contacted AL024 Steve Qwens

3. dIr currently without svem

4. Steve Ownes is parts manager and will be responsible for contacting and scheduling appt

5. for reflash. wir spoke with cust providing update

6. wir advised will f/u once veh is rpr'd

*** COMMIT 03/05/2008 03:22 PM Eastern Daylight Time CCarrol} Action Type:Callback Required

*** CASE CLOSE D3/06/2008 12:43 PM Eastern Daylight Time CCarroll
wir to close case pending PCS re- flash

*** PHONE LOG (3/11/2008 08:32 AM Eastern Daylight Time CCarrol! Action Type:Outgoing call
wir states

1. spoke with parts manager Steve Owens

2. dIr adv wir cust no show for 1pr

3. wir advised will contact cust 1o see what happen and when he will be available

wir states

1. spoke with cust

2. cust advised wir unable to make appt. on 3/7/08

3. cust states can have veh at dir on Wed 3/12/08

4. wir agree and req cust to contact dlr or wir it unable to keep appt

*** PHONE LOG 03/11/2008 08:34 AM Eastern Daylight Time CCarroll Action Type:lncoming call
wir state

). spoke with Dana svca

2. wir advised customer will be in on 3/12/08

*** PHONE LOG 03/13/2008 08:16 AM Eastern Daylight Time CCarroll Action Type:Incoming calt
wir states

1. svem ¢/b to adv cust did so for rpr

2. dlv states cost satisfied with mprs

3. dir to forward ool back to FTR hunter Jones

*E PHONFE 1.OG 03/13/2008 08:17 AM Fastern Davlieht Time CCarroll Action Tvne:-Tncomine eall
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Last name First name VIN of 2007 SORENTO 4X2 EX Case Number Mileage
] knDID736575 [N K1405949 5000
athens, ALIID Prod. Date: 11727706 Dealer: ALO24 University Kia

1. 1ft vinx for cust as f/u to rpr's
2. witr will try back

*** CASE CLOSE 03/14/2008 02:17 PM Eastern Daylight Time CCarroll

-

**% CASE CLOSE 04/11/2008 11:3} AM US Mountain Standard Time TMorales

s T




Kia Metors America
Consumer Aff4IRs Department

Page 1 of 2
Last name First name VIN of 2007 SORENTO 4X2 EX Case Number  Mileage
KnNDID736775 T K1486154 20,000
Chesapeake, _ Prod. Date:  10/27/06 Dealer: VA026  Lynnhaven Kia
Case History Complaint Dealer

**+* NOTES 08/13/2008 02:01 PM  clarify Action Type: Manager review
*** Performed by con!act:ﬂ '
1 bought a new 2007 Kia Sorento in November of 2007.  Since this time I have been trying to get nicks in the paint that were

present when vehicle was delivered repAIRed, shipping malerial removed, and adhesive removed from my vehicle. 1 even got
the paint treatment that they put on over the adhesive. I have went through all levels of management at this Dealer. 1 have
talked to the Kia Manager, Service Manager, and the Dealership manager. 1am know close to a vear of owning this vehicle and
am having the same issues since day one.  No one at this location will call you back whether 1t is the service department or
management. 1 left another message today for the service depariment and though 1 am not suprised [ have not recieved a call

back. Ihave never fel so disrespected after making 2 major purchase. My P ASSenger heated seat stilf does not work, the

AIRbag tight still comes on when there is a PASSenger in the seat.  Also, to take advantage of the free Oil changes | have to
take a full day off of work. The quickest § was finished from getting an oil change done was about 6 hours. It is definately
more cost effective for me to get my service done at another shop. 1 heard that Greenbrier Kia in Chesapeake VA has
exceptional customer service.  Is there any way my southemn hospitality and service programs be transfered there. There are a
few good people working at this location but thay are over shadowed by the ones that arent.  One of the exceptional employees is
Amber Morris, she has tried to talk to management for me and do whatever else she could to make sure that | was satisfied.

*** PHONE LOG 08/14/2008 09:23 AM US Mountain Standard Time CCummins Action Type:Qutgoing cail
WRITER STATES
L. LEFT VM WITH CASE # AND CONTACT INFORMATION FOR CALL BACK

*** CASE CLOSE 08/14/2008 09:43 AM US Mountain Siandard Time JHirshfield

*** PHONE LOG 08/15/2008 05:58 AM LIS Mountain Standard Time DLyons Action Type:incoming cali
CUST STATES:
[. RETURNING CALL TO CHUCK ABOUT AN £ MAIL THAT | SENT

WRITER ADVISED:
1. APOLOGIZED. HE IS ON ANOTHER LINE AT THIS TIME
2,15 THERE SOMETHING THAT WRITER CAN ASSIST WITH

CUST STATES:

1. | HAVE NOT BEEN ABLE TO GET THIS PAINT CONCERN RESOLVED

2, THERE WAS SHIPPING MATERIALS THAT WAS ON THE VEHICLE AND IT IS CHIPPING THE PAINT

3. THERE IS STILL MATERIAL ON IT NOW, SPOKE TO THE DEALERSHIP MANAGER & SERVICE MANAGER THEY
ARE NOT GOING TO TAKE CARE OF THIS

4. THE ATRBAG LIGHT STILL IS NOT WORKING. NOR ARE THE HEATED SEATS.

WRITER ADVISED:
|. APOLOGIZED

2. THE PAINT CONCERN IS NOT SOMETHING THAT KMA WILL BE ABLE TO ADDRESS. THIS IS NOT DUE TO A
FACTORY DEFECT WHICH IS WHAT THE WARRANTY COVERS CUSTOMER FOR

3. BUT WI: CAN CONTACT THE KIA DEALESHIP REGARDING THE AJRBAG LIGHT & THE HEATED SEATS

4. DOLS CLSTOMER HAVE A SCHEDULED APPOINTMENT TO HAVE THESE ITEMS ADDRESSED

CUST STATE:
}. F HAVE A SERVICE APPOINTMENT FOR 8/25/08




Kia Motors America

Consumer Aff4IRs Department Page 2 of 2

Last name First name VIN of 2007 SORENTO 4X2 EX Case Number  Mileage

] knDiD736775 K1486154 20,000

Chesapeake, VA_ Prod. Date:  10/27/06 Dealer: VA026  Lynnhaven Kia

WRITER ADVISED:

1. CAN REQUEST THAT A REPRESENTATIVE FOLLOW UP WITH THE CUSTOMER & THE DEALERSHIP
REGARDING THESE CONCERNS.

2. WE WILL BE REFERENCING THE SAME CASE#

3. UPDATED CUST INFO, NO PREVIQUS CASES, NO RECALLS.

*** COMMIT 08/15/2008 08:52 AM US Mountain Standard Time CCummins Action Type:Caliback Required
**¥ CASE CLOSE 08/15/2008 08:52 AM US Mountain Standard Time CCummins

*+* PHONE LOG 08/26/2008 06:13 AM US Mountain Standard Time CCummins Action Type:Outgoing call
WRITER STATES

1. SPOKE WITH JOHNNY, SVC MGR, VA026

2. IS THE VEHICLE THERE?

3. HAVE THE REPAIRS BEEN DONE ON THE VEHICLE?

JOHNNY, SVC MGR. STATES
1. CALLED THE CUSTOMER TO COME BACK TO HAVE THE PART INSTALLED FOR THE HEAT ON THE SEAT
DID OIL CHANGE. 20K MAINTENANCE. REPLACED SEAT BOTTOM IN MAY OF 08

2.
3. AIRBAG LIGHT IN MAR 08 NO DUPLICATE ON THE PROBLEM
4. CeLL| v orx ceLL

=3 PHONE LOG 082642008 06215 AM V'S Mountain Standiard Thme CCummins Action TypeQuigoing calt
WRITER STATES

1. LEFT VM FOR CALL BACK FOR MR VALENTINFE FOR FOLLOWUP

2. PROVIDED CASE # AND CONTACT INFORMATION

#**F PHONE LOG 08/27/2008 00:51 AM US Mountain Standard Time CCummins Action Type:Outgoing call
WRITER STATES

LEFT vm For MR I

ADVISED JOHNNY, SVC MGR. WOULD LIKE TO SPEAK WiTH CUSTOMER

ADVISED VEHICLE NEEDS TO BE AT THE DEALERSHIP

ADVISED TRIED A COUPLE OF TIME TO CONTACT WITH NO RESPONSE

ADVISED IF ANYTHING ELSE IS NEEDED TO PLEASE CALL

R e —

*¥* CASE CLOSE 08/27/2008 06:5—I AM US Mountain Standard Time CCummins

*#% CASE CLOSE 10/09/2008 10:39 AM US Mountain Standard Time TMorales




Kia Motors America

Consumer Aff4IRs Department P
age 1 of 1

Last name First name VIN of 2007 SORENTO LX 4X4 Case Number Mileage

| kNDIC73667S| N K1366035 510
Glouchester, VA- Prod. Date: 9/20/06 Dealer: VAO0O8 Pomoco Kia

Case History Complaint Dealer
*** PHONE LOG 10/01/2007 07.06 AM US Mountain Standard Time CHart
cust called ’
1. ¥'m calling to file 2 complaint
2. when i initially spoke w/ the dlr — they said they could get someone to put  leather seats in my veh
3. they told me to come back and we could look at the swatches for the leather seats
4. i live almost 80 miles from the dlr
5.1 went in and picked out the leather
6. the sales person told me that they had an appointment for thursday at 8:00 AM
7. i feel that was very rude 1o tell me that they had that appointment
8. i called him and told them that day wouldn’t work for me -- monday would be better
9. they told me to bring it in monday morning ({ today ))

10. my husband gets there a1 9:00am -- the genmleman kept repeating 8:00

11. my husband gets there at 9:20 -- at 10:20 my husband is still waiting for a rental veh
12. the dlr told us that they wouldn't give us a compact car

13. we recieved coupons for compact vehs

14. i asked to speak w/ the manager Chris

15. we left with the veh

16. i catled the owner -- he was rude, arrogant, and extreemiey condesending

I7. can i go to a different dir for service? the PASSenger side A IRbag is nol working and the back .PASScnger window
isn't locking

18. can i get a loaner veh?

19. i'm to the point -- i dont' want the veh any more

wit states
apologize

i

2. advised kia will stand behind the warranty 1o repA]R the veh

3. advised kia doesn't have a prevision for rentals -- case by case basis

. once appoinimen made -- cust can contact KCC for assistance

. advised will document concerns against dirshp

advized cust can speak wany kio die for serviee - provided closest kia dlrshp in cestomer area

W

el

cust understood - call ended

% CASE CLOSE 10/01/2007 07:06 AM US Mountain Standard Time CHart

*** NOTES 01/14/2008 04:03 PM Pacific Daylight Time TYoung Action Type:Manager review
TREAD REVIEW

*** CASE CLOSE 01/14/2008 04:03 PM Pacific Daylight Time TYoung




Kia Motors America
Consumer Aff4IRs Department

Page 1 of 8
Last_name First name VIN of 2007 SORENTO 4X2 EX Case Number Mileage
KNDID736075 N K1334279 5,000
Port St John, FL. - Prod. Date:  10/10/06 Dealer: FL087 Bob Dance Kia
Case History Complaint . A TR Accictonne
*** PHONE LOG 07/16/2007 08:15 AM US Mountain Standard Time SLarez
CUSTOMER STATES.

1.1 AM HAVING A PROBLEM WITH THE CAR.
2. THE CAR HAS AN AJR BAG LIGHT CONCERN AND HAS BEEN TO THE DEALERSHIP SEVERAL TIMES FOR

RepAIRs.

3. THE CAR IS AT HOME NOW BUT IS STILL HAVING THE PROBLEMS

4.1 AM SCARED FOR THE SAFETY OF MY FAMILY BECAUSE iF I DO HAVE AN ACCIDENT AND IT DOES NOT
WORK | WILL SUE KIA.

5.1 WAS SUPPOSED TO BE CONTACTED BY THE DEALERSHIP BUT NO ONE HAS CALLED ME AS OF YET.

6. IT HAS BEEN THERE SEVERAL TIMES, HOW CAN 1 GET ASSISTANCE FROM KIA.

WRITER STATES.
1.1 AM SORRY THIS IS THE CASE.
2.LET ME CALL THE DEALERSHIP AND THEN WE CAN GO FROM THERE.

3. WE ARE HERE TO AVOID THE REPAIR ATTEMPTS.

CUSTOMER STATES.
1. NO1DONOT NEED YOU TO CALL THEM YET, THE CAR 1S NOT THERE.
2. WHATICAN DO IS CALL YOU WHEN I GET TO MY HOUSE.

WRITER STATES.
1. GAVE CUSTOMER NAME AND EXTENSION AND ADVISED WE ARE HERE TO ASSIST WITH REPAIRS.

*** PHONE LOG 07/20/2007 08:13 AM US Mountain Standard Time SLarez Action Type:Incoming coll
CUSTOMIER STATES.

L 1FORGOT TO CALL YOU WHEN 1 GOT HOME. | APCLOGIZE.

2.1DID LEAVE YOU A MESSAGE YESTERDAY BUT | HAVE NOT HEARD FROM YOU AS OF YET.

3. A PART WAS REPLACED ON THE CAR FOR THE AR BAG LIGHT CONCERN AND GIVEN BACK TO US ON THE
18TH. IT IS ON AGAIN,

4. THIS WILL BE THE SIXTH TIME WE HAVE TO DEAL WITH THE DFALERSHIP REGARDING THIS 1SSUE. T AM
VERY UPSET.

5. WE DO NOT WANT THE CAR ANYMORE WE WANT THE CAR BOUGHT BACK. WE WILL GO THROUGH THE
LEMON LAW.,

WRITER STATES.

1. 1AM SORRY THIS IS THE CASE.

2. WE DO NOT EXPECT THESE PROBLEMS.

3. LET ME CALL THE SERVICE MGR NOW AND ADVISE HIM OF THE CONCERNS

4. YOU WILL HAVE TO TAKFE THFE CAR BACK TO THE DEALERSHIP, | WILL FORWARD YOUR CASE TO
ANOTHER DEPARTMENT AND YOU SHOULD HEAR FROM SOMEONE WITH IN 3 WORKING DAYS.

CUSTOMER STATES.
1.1 WILL WAIT UNTIL AT LEAST WED. THANK YOU.

WRITER STATES.
1. LET ME CALL THE DEALERSHIP AND ADVISE THEM OF THE SITUATION AS WELL.




Kia Motors America
Consumer Aff4IRs Department

Page 2 of 8
Last name First name VIN of 2007 SORENTO 4X2 EX Case Number Mileage
KNDID736075 K 1334279 5,000
Port St John, FL N Prod. Date:  10/10/06 Dealer: FLO87 Bob Dance Kia

WRITER CALLED MIKE IN SERVICE (SVC MGR OUT SICK TODAY)
MIKE STATES.

1. THE CAR 1S HAVING AN AJR BAG LIGHT CONCERN AGAIN,
2. THE CUSTOMER 1S GOING TO GO BACK, HE IS CALLING US FOR ASSISTANCE.
3. I WILL REFER HIM BACK TO YQU

MIKE STATES.
1. WE JUST FIXED IT, I AM SORRY IT CAME ON AGAIN, HAVE HIM COME BACK DOWN SO WE CANLOOK ATIT.

WRITER GOT BACK TO CUSTOMER

WRITER STATES.

1. 1 SPOKE TO MIKE AND HE 1S AWARE OF THE CONCERN,
2. YOU MAY CALL HIM IF YOU WQOULD LIKE,

3. 1 WILL FORWARD YOUR REQUEST FOR REPLACEMENT.

CUSTOMER STATES.
. THANK YOU I WILL WAIT FOR SOMEONE TO CALL ME.

*** PHONE LOG 07/20/2007 0:1:21 PM US Mountain Standard Time SLarez Action Type:Outgoing call
WRITER CALLED CUSTOMER DPMS TO MAKE HIM AWARLE OF CONCERN,
I. THE CAR HAS 2700 MILES AND WAS JUST RELEASED TO THE CUSTOMER ON 7/17/07

2. THE AIR BAG LIGHT IS BACK ON AND ACCORDING TO THE CUSTOMER IT IS THE FIFTH TIME.
3.1 WANTS IT REPLACED. 1 AM GOING TO FORWARD HIS RFQUEST TO THE REGIONAL OFFICE,

*** NOTES 07/20/2007 01:23 PM US Mountain Standard Fime SLarcz Action Type:Manager review
FORWARDING TO THE REGION TO ADDRESS REPLACEMENT REQUEST WITH CUSTOMER.

. CUSTOMER ALLEGES IT HAS BEEN IN THE SHOP QOVER FIVE TIMES FOR THE AR BAG LIGHT.

2. HE JUST GOT THE CAR BACK ON THE 17TH OF THIS MONTH (7/17/07) AND THE AIR BAG LIGHT 1S ON
AGAIN,

“#* NOTLS 07/23/2007 08:50 AM Eastern Daylight Time OSprague Action Type:Manager review
I. Writer spoke to customer and he stated:

* I spoke 10 my attorey

* He told me 10 follow the lernon law

* Lam sending copies of all RO's and the lemon law paperwork

* Lam afraid of this vehicie because the AIRbag might not work
* My 10 years old son sits in that seat
* He weighs 90 ibs and is 5'I" tail so it should work for him.

-
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Last name First name VIN of 2007 SORENTO 4X2 EX Case Namber Mileage
KNDID736075 K1334279 5,000

Port St John, F_ Prod. Date:  10/10/06 Dealer: FL0O87 Bob Dance Kia

3. Customer stated:

* 1 will not take my car back to the dealer

* 1 want you 10 take this car back NOW

* 1 will never buy another Kia

4, Writer stated:

* 1 apologize for your inconvenience

* Kia is allowed a final inspection per the lemon law remedies

* If the concern happens again after the final inspection/rcpAIR - Kia will offer to replace the vehicle
5. Customer stated;

* We'll see about that...and disconnected cali

CASE PENDING RO'S AND MVDN

*** CASE CLOSE 07/23/2007 08:52 AM Eastern Daylight Time OSprague

*** NOTES 08/06/2007 03:03 PM Pacific Daylight Time CFurumoto Action Type:Manager review
NCA received MVDN.  MVDN Notice states:

1. 3 or more repAIR attempts have been made to rep AR the same defect or condition and vehicle has been out of service at
least 15 days.

2. Alleged defect: PASSengerAIR bag not working

Writer 1o scan into case and forward to the region for further handling.

*** NOTES 08/07/2007 08:58 AM Eastern Daylight Time OSprague Action Type:Manager review
1. Writer will schedule final inspection per MVDN
2. Case pending final inspection on 8/15:07

**x COMMIT 08/07/2007 08:18 AM Eastemn Daylight Time OSprague Action Type:Callback Required

*** CASE CLOSE 08/07/2007 08:19 AM Eastern Daylight Time OSprague

*** FULFILL 08/15/2007 10:40 AM Eastern Daylight Time OSprague Action Type:Callback Required

*** NOTES 08/20/2007 11:27 AM Eastern Daylight Time OSprague Action Type:Manager review

1. Per corporate request. engineers are coming to Fl. to inspeet vehicles for the QCS light concern
2. Writer spoke to customer (Mr. - and he stated:

* We cannot bring the vehicle to the dealer and stay there

* We own a restaurant and cannot leave it

* We can drop it ofT if you will give us a loancr




Kia Motors America
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Last name First name VIN of 2007 SORENTQ 4X2 EX Case Number - Mileage
KNDJD736075 NEG_ K1334279 5,000
Port St John, FL- Prod. Date:  10/10/06 Dealer: FLO87 Bob Dance Kia

* We still don't want this vehicle

* What are you going to do?

5. Writer stated;

* The last dealer visit was per the MVDN

* The QCS light concem CND
* Your vehicle is currently repAIRcd
* Please call me if the QCS light stops working

*** CASE CLOSE 08/20/2007 11:33 AM Eastern Baylight Time OSprague

***+ PHONE LOG 09/17/2007 06:25 AM US Mountain Standard Time SJeon Action Type:Incoming call

Mr -slaled:

1. 1 took the vehicle to Kia dealer 7 times

2. it still does not have PASSenger side AIR bag

3. I send documentation 7 weeks ago and | received one call from Kia but they did not call me from then
4.1 fited temon law already
5. 1am going to call my attomey genera! and also call Jocal TV

writer stated:

1. sorry for situation

2, will send this case 1o appropriate pessonal for further handhing
3. provided ext #, case #

FEENGOTES 09172007 06:27 AM 1S Moumain Siandard Time Sleon Action Type:Mamager review
wriler re-dispatch this case to region due to:
1. customer owns new vehicle with low mileage

. customer attempt to repAIR AIR bag on the vehicle several times at Kia dealer
. customer liled for lemon law

- customer mentioned calling to local news

- please contact to customer

[ N PR ]

*#* NOTES 09/17/2007 01:09 PM Eastern Daylight Time OSprague Actien Type:Manager review
1. Customer called customer’s work number and spoke to wife:

* Mr.-]cﬁ to go home sick

* Please wait about 20 minutes and call there
2. Writer will discuss case with RCAM:

* Vehicle has been in 6X for OCS
* Last time was per MVDN and QC.S concern could not be dupiicated
* Customer is eligibte for 1L due 1o number of repAIRs {3)

FEENOTES 09/17/2007 01:37 PM Eastern Davlicht Time OSnrague Action Twne:Manaver review
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* ] also filed with lemon faw

2. Writer stated:

* You sent the MVDN and we did the final inspection on 8/15/)7

* The concemn could not be duplicated

* Kia did what they were suppose to do as far as [emon law is concerned

* If you want to pursue lemon law, you will need to file a claim with the BBB
* We would like to help you with your concemns without going to the BBB

* Please send me copies of the sales documents and afl RO's

* Afier these dQCS are received, a review will be completed and we will determine what kind of offer to make
3. Customer stated:

* The dealer was suppose to send you all the d0CS

* | cannot send them 1o you until tomorrow

* The only ofter I will accept is you take the vehicle back

4, Writer stated:

* 1 will ask the deater o send the documents

* Please call me tomorrow morming o see if I received the decuments
* 1f I did, then you won't need to send them

5. Writer spoke to Al in service at FLO87 and requested atl dJOCS
6. Al stated:
* ] have sent you all the RO's

* | will fax the sales dOCS 10 you
CASE PENDING SALES DO CS

*** NOTES 09/18/2007 09:21 AM Eastern Daylight Time OSprague Action Type:Manager review

1. Writer received sales dOMCS from dealer
2. Writer will send 2-tier (SOC -or- GW) offer
CASE PENDING ACCEPTANCE FROM CUSTOMER

*** CASE CLOSE 09/18/2007 08:30 AM Eastern Daytight Time OSprague

*** NOTES 09/20/2007 03:00 PM Eastern Daylight Time OSprague Action Type:Manager review
I.  Customer (Mr.-ca[led and stated:

* | received your offer

* | am not happy about the mileage deduction

* 1 shouldn't have to pay anything

2. Writer stated:

* Per the lemon law. Kia has a right to take a mileage deduction

* We will be putting you into a 2008 Sorento which is newer than your 2007

3. Customer stated:

* I'm not sure | want another Kia

* I spoke to my atiorney and he said your GW offer of $2000 is illegal because this AIRbag light concern could kill someone
4. Writer stated; '

* The ofler is not "iblegal”

* You have a choice to accept the SOC or the GW

* It you are going to get an altomey. he needs to contact us and we will work through him

* I would rather work with you dircctly but if you have an attorney. we can no longer talk

5. Customer stated:
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* I I want out of the vehicle can that be done?

6. Writer stated:

* If you want, 1 can send you another offer letter which will include a repurchase
7. Customer stated:

* I will talk to my wife tonight and we will decide what we want to do

* 1 will call you tomorrow

*** NOTES 09/24/2007 09:45 AM Eastern Daylight Time OSprague Action Type:Manager review
1. Customer has accepted SOC

2. Customer wants Silver instead of black

3. Writer will order a 2008 Sorento

4. Writer told customer it will take 2-3 weeks to get the new vehicle

CASE PENDING RECEIPT OF REPLACEMENT VEHICLE

*** CASE CLOSE 09/24/2007 08:52 AM Eastern Daylight Time OSprague

+*+* CASE CLOSE 10/02/2007 02:05 FM Pacific Daylight Time ELau
Tread Review Completed

*** NOTES 10/04/2007 01:34 PM Eastem Daylight Time OSprague Action Type:Manager review
L. SOC package sent to NCA for check processing

FEECASE CLOSE 10 002007 01:39 PM Eastern Davlight Time OSprague

FHENOTES 10/05/2007 10:58 AM Eastern Daylight Time OSprague Action Type:Manager review
1. Customer called and stated:
* 1 got the replacement vehicle (2008 Sorenio)

* it is having the problem with the PASSengerAIRbag light

* 1 don't want the new vehicle

2. Writer stated:

* 1 can send you a revised offer letter and offer to repurchase your vehicle

* The miteage deduction will be more since you have more miles on the vehicle
* I you will keep the old vehicte, T will increase the GW offer to $2500

3. Customer stated:

* 1 will keep the vehicle and aceept your GW offer

* Hopefully they will have a fix soon

4. Writer stated;

* I will send you a revised letter

5. Writer sent e-mail 10 NCA advising SOC package should not be processed.
CASE PENDING SIGNED GW OFFER AND RELEASE
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**x CASE CLOSE 10/05/2007 11:01 AM Eastern Daylight Time OSprague

** NOTES 10/16/2007 04:09 PM Eastern Daylight Time OSprague Action Type:Manager review
1. Customer sent signed offer letter and release
2. GW package will be sent to NCA for check processing

*** NOTES 10/17/2007 09:21 AM Eastem Daylighi Time OSprague Action Type:Manager review
1. Service manager (AJ) from FLOB7 faxed RO's to remove & reinstall accessories from 2007 to 2008 and back again.
2. GW package sent to NCA 1o reimburse dealer

*E* CASE CLOSE 10/17/2007 09:22 AM Eastern Daylight Time OSprague

**+ NOTES 11/07/2007 02:06 PM Eastern Daylight Time OSprague Action Type:Manager review
1. check #515483 received in region
2 check sent to customer

*** CASE CLOSE 11/07/2007 02:07 PM Eastern Daylight Time OSprague

. COMMIT 12/04/2007 11:37 AM Eastern Daylight Time OSprague Action Type:Callback Required

*** NOTES 12/04/2007 11:37 AM Eastern Daylight Time OSprague Action Type:Manager review
1. New reflash tool will be available early Jamary

2. DPSM is going to FLO87 on 1/3/08 & wants to perform reflash

3. Writer will send letter to customer stating:

* Please take vehicle to FLOS7 on 1/3/08

CASE PENDING O CS REFLASH

*+% CASE CLOSE 12/04/2007 11:52 AM Eastern Daylight Time OSprague

#** FULFILL 12/07/2007 04:43 PM Eastern Daylight Time OSprague Action Type:Calthack Required
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* He cannot take his vehicle 1o the dealer in January due to being out of the country

* Please send revised letter requesting customer to call when he is available to have MCS reflash done

2. Writer sent letter 1o customer requesting call when he is available
CASE PENDING CALL FROM CUSTOMER

FEk A QE CT OCE 17071007 NA-47 PAM Factams Navliaht Time MNhraana
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Case Histor! Complainl Rend ,R Acvictanre

*** PHONE LOG 10/03/2007 01:06 PM US Mountain Standard Fime DLyons
cust states:

. the PASSengers front seat will be fixed - the a/b light will not go off

. the dlrshp has the seat on order - it's on back order at this time

. it was reprogrammed three times

- Mr, Garrett & David Moore are telling me that there is an electrical concern with the transmission

. they are tellin us that there is not a fix for this concern

. the kia engineers are trying to fix the vehicte, but there is not a fix at this time

- the dlrshp is not able to fix this, nor find a way 1o fix it - this will be the 4th time that the vehicle is there for this concern
- cust while going up a hill the vehicle will jerk up the hili - it also trembles, like it doesn't know what gear it should go into
. cust is not happy with the fuel mileage

10. I would like to start the arbritration process

11. the a/c was fixed & so was the radio.

12, we're just sitting around waiting for this fix while we are making the payments.

13. the vehicle ewas just reutnred to the customer yesterday

R=l--TS - N PR I S PR

Writer advised:
1. apologized

KMA is here to comply with the warranty for the vehicte to rep A LR the vehilce

- would like to determine if there is further assistance that can be provided to the customer to resolve this concern
. updated cust info, no previous cases, no recall
- customer provided the case number, writer name number & ext.

U\-&UJN

*** NOTES 10/03/2007 01:08 PM US Mountain Standard Time DLyons Action Type:Manager review
Writer failed to note:
E. writer will research further information for customer, will return call

Cust sties:

I miy celli is the best number to reach mie at _

*** PHONE LOG 10/05/2007 05:08 AM US Mountain Standard Time DLyons Action Type:Outgoing cali
Writer called dirshp spoke 1o Fd:
1. calling to pseak (o service managey

Ed states:
1. he is in a meeting should be done in about 15 minutes
2. can I take a message

Writer advised:
I. left name number ext & case# for return call
2. left customer & vehicle informaiton.

*** PHONE LOG 10/08/2007 08:22 AM US Mountain Standard Time DLyons Action Type:OQutgoing call
Writer catled dirshp spoke to serviee manager David:
1. calling to get further information regarding the no fix for the transmission

David state:
1. there is a concern with a transmission hesitation on an up hill
2. this is betwee 30-45 mph
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3. DPSM, FTR & engineering was involved, there is no fix at this time
4. DPSM has RQ's for customer

Writer Thanked David for the information

*** PHONE LOG 10/08/2007 08:24 AM US Mountain Standard Time DLyons Action Type:Outgoing call
Wrietr calted DPSM BStricklen: left message

1. advised of the vehicle with a no fix for the transmission hesitation

2. according to David service manager you are aware of this concern

3. cust is going 10 be starting the arbritration process

4. wilt be forwarding the case lo the regionat office.

¥ NOTES 10/08/2007 08:25 AM US Mountain Standard Time DLyons Action Type:Manager review
Dispatching 1o the regional office:

L. cust is beginning lemon taw process

2. there is a shifting concern with the transmission

3. kia does not have a fix.

4. please review case to determine if there is further assistance that can be provided.

*** PHONE LOG 10/11/2007 09:50 AM Eastern Daylight Time YEpps Action Type:Outgoing ¢all
Writer called David a1 SCO18 who stated:3

. FTR is looking at this vehicle today for the QCS.

1

2. there is a hesitation in the uphill shift at around 45 mph.
3. no fix-at this time.

4. spobe o the DPSM & IFTR.

5. not a salety issue.

F** PHONE LOG 10/1 /2007 09:51 AM Eastern Daylight Time YEpps Action Type:Outgoing call
Writer called customer and there was no answer and no VM.

*** PHONE LOG 10/16/2007 01:35 PM Eastern Daylight Time YEpps Action Type:Qutgoing call
Writer called customer. and ihere was no answer and no VM.

*** PHONE LOG 10/24/2007 08:33 AM Eastern Daylight Time YEpps Action Type:Outgoing call
Writer called customer (Jl 2nd left a message requesting a call back.

FEE PHONLE LOG 10:29:2007 §1:18 AM US Mountain Standard Time Aludson Action Type:lneoming calt
Customer States:
I. Received VM from RCAA and | couldn't hear the number.

Writer States:
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2. Contact for concermn about Lemon Law.

*** PHONE LOG 10/29/2007 03:08 PM Eastern Daylight Time YEpps Action Type:Incoming call
Customer (Ms. Vaughn) called writer and stated:
I. have had the car in 5-6 times.

. the PASSengerA.IR bag light stays on with someone in the seat.

. the dealer has ordered a seat botiom.

. they said that the other problem in a sofiware or hardware problem, and there is no fix for it.
. the car acts like it doesn't know what gear to go in.

. and it stops abruptly.

. it is perting worse.,

. now it feels like it is missing at 30-40 mph.

. feel like this is becoming a safety issue because I can't pull into traffic without it sputiering.

10, will send the dO'CS.
11 if | am not available, you can call my husband at _

Writer stated:
1. apologized.

2. requested service and sales dO'CS.
3. gave fax number.

4. will review dQCS and call customer back.

DD0 ) O LA B W b

*** NOTES 11/05/2007 09:09 AM Eastern Daylight Time YEpps Action Type:Manager review
Writer received 2 of 4 pages of fax.

TEE PHONL LOG PVOS/2007 09:29 AM Lasiern Daylight Time Y Epps Actian Type:Outgaing call
Writer catled customer (Mr.- and lell a message stating:
I. only received 1/2 ot fax.

2. tried 10 call M, _and zol a fax machine,
3. please refax repA]R orders.

*** NOTES 11/06/2007 £1:35 AM Eastern Daylight Time Y Epps Action Type:Manager review
Writer received the repAIR orders and sales dCS from the customer.

*** PHONE LOG 11/16/2007 09:44 AM Eastern Daylight Time YEpps Action Type:Incoming call
Writer stated: :

b new program for you PASSenger seat ix not yet avaitable.
2. should be available in the near fulure.

3. wansmission is OAD,

4. offered GW.

Customer (-) stated:

L. jerking is getting worse as the milcage goes up.
2. can't cven trade the thing.
3. send offer.
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*** NOTES 11/30/2007 10:37 AM Pacific Daylight Time CFurumoto Action Type:Correspondence rec.
NCA received certified letter from customer.
1. Same complaint as above.

Customer seeking relief under LL.

2
3. Customer states there have been numerous repAIRs to vehicle but problem stil] exists.
4. Customer also has transmission problem that continues to get worse.

Scanned and dispatched to region for further handling,

*** PHONE LOG 12/04/2007 10:51 AM Eastern Daylight Time YEpps Action Type:Outgoing call
Writer called the FTR and left @ message requesting a call back.

*** NOTES 12/07/2007 07:54 AM Eastern Daylight Time YEpps Action Type:Manager review
b FTR scheduled to be at SC0O18 1/10/08.

2. Writer called David at SCO18 and scheduled the final inspection for 1/10/08 at 8am.

3. Writer sent the customer a letter advising of the final inspection on 12/6/07.

*** COMMIT 12/07/2007 07:54 AM Eastern Daylight Time YEpps Action Type:Callback Required
*** CASE CLOSE 12/07/2007 07:55 AM Eastern Daylight Time YEpps

*** PHONE LOG 01/09/2008 03:26 PM US Mountain Standard Time RSabin Action Type:Incoming call
DLR SCO1R DAVID SVC MGR ADVISED:

1. I WAS JUST CALLING TO CONFIRM A FTR WAS GOING TO BE SENT OUT FOR THIS CUST TOMORROW

WRITER ADVISED:
1. IDO SHOW THE REG REP HAS A COMMITMENT SET UP FOR THIS CASE AND ACCORDING TO THE NOTE'S
THE FTR iS STILL SCHEDULED TO BE AT THE DLR TOMORROW AT 8:00 AM

DLR STATED:
I. OK THANKS

*** CASE CLOSE 01/09/2008 03:26 PM US Mountain Standard Time RSabin

FEENOTES 081472008 04:30 PM Lastern Doy light Tiine YEpps Action Type:Manager review
1. Transmission concern was not repAIRed at the final repA IR
2. Writer sent the customer an offer for an FTR l‘f.‘])A]R and $1.000 goodwill.
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*** CASE CLOSE 01/15/2008 11:59 AM Pacific Daylight Time TYoung

*** NOTES 01/15/2008 11:59 AM Pacific Daylight Time TYoung Action Type:Manager review
TREAD REVIEW

*** CASE CLOSE 01/15/2008 11:59 AM Pacific Daylight Time TYoung

*** CASE CLOSE 01/21/2008 03:04 PM US Mountain Standard Time DUnderwood
Tread review completed - Dee Underwood

*** NOTES 01/30/2008 11:26 AM Eastern Daylight Time DBurke Action Type:Manager review
Wir states:

1. Received the customer’s signed GW.

2. Called the customer to discuss the FTR repAIR.

3. Explained to Mr. [N :hat wur submitted the FTR request and will contact him when the appointment is scheduled.
4. Set GW to Nat'l office.
5. Waiting on check.

=% COMMIT 01/30/2008 11:38 AM Eastern Davlight Time DBurke Action Type:Callback Required

*** NOTES 01/30/2008 11:38 AM Eastern Daylight Time DBurke Action Type:Manager review
Wir states;
L. Closing case pending FTR appointment notification.

% CASE CLOSE 01/30/2008 11:38 AM Eastern Daylight Time DBurke

*** NOTES 05/07/2008 11:02 AM Fastern Daylight Time DBurke Action Type:Manager review
Wir states:
1. Calied the cusiomer 10 discuss ard informed her that the dir now has an update for the chuggle issue,

2. also. explained to her that she can take her vehicle in at anvtime for the repAIR.

Cust states:
I. Thank you so much for the updale.

Wir states:
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*** CASE CLOSE 05/07/2008 11:02 AM Eastern Daylight Time DBurke

*** PHONE LOG 05/27/2008 12:09 PM US Mountain Standard Time UValencia Action Type:Incoming call

CALLER STATES

1.- DAVID 1 AM CALLING FROM SC018 [ CALLED THE DPSM AND HE DIDN'T KNOW ANYTHING ABOUT THIS
2.- WE HAVE A CST THAT SHE WAS TRYING TO FILE FOR LEMON LAW

3.- AND SHE WAS SEND A LETER SAYING TO COME BACK TO US

4.- BUT THE DPSM IS NOT AWARE OF THIS, CAN YOU TELL ME IF THAT IS CORRECT

WRT STATES
.- PER CASE NOTES DBURKE ADVISED CST THAT UPGRADE WAS AVAILABLE
2.- AND TO GO BACK TO DEALER, NO OTHER INFORMATION IS AVAILABLE

**%* CASE CLOSE 05/27/2008 12:09 PM US Mountain Standard Time UValencia
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Whitsett, NC - Prod. Date;  10/4/07 Dealer: NC043  Carolina Kia of High Point
Case History Complaint p. . ATR accictance

*** PHONE LOG ©7/21/2009 11:14 AM US Mountain Standard Time RBriones

Mr I siatcd:

1. Was having trouble with transmission back in April.

2. Took vehicle into NC043 for this problem.

3. When vehicle gets between 45 and 55 miles per hour, the shifting is really rough.
4. Doesn't matter whether you foot is on or off the gas.

5. Had to go on test drive with tech at NC043 1o duplicate it.

6.  They fixed it after speaking with Kia.

7

8

However, also had a probtem with AJR bag.

. Would not go off when I sat in the seat.
9. Dealer could not get it to duplicate and said it would not be covered.
10. However, I did get recall notice on that.
11. Was upset with the way 1 was treated by Major at the sve dept.
12. Can I 1ake the vehicle to a different Kia dealer? -
13. Do oil changes have to be done at the dealer?
14. Can we do them oursetves?

Writer Stated:

1. Apulogized for prob.

2. Customer can take vehicle to any Kia dealer sve dept for warranty repA]Rs.

3. If customer has any problems when she takes vehicle back, can give us a call.

4. Gave customer case number.

5. Customer has recall Sc076 on the vehicle to resolve P4.S$.S enger AIR bag conceins.

6 Gave customer next nearest Kia deater and phone number.

7 Maint does not have to be done at dealer.

8. If customer does maint on her own, should keep receipts of oil and filters purchased, as well as fogs.

=2 CASE CLOSE 07212000 1114 AM US Mountam Stndard Time RBriones
closed pending cust call back.
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Case History . Complaint PpnA ,P A ccictances
*** PHONE LOG 04/16/2007 08:48 AM US Mountain Standard Time RSabin
CUST STATED:

1. THE PASSENGER SIDE AIR BAG LIGHT DOESN'T GO OFF WHEN ME OR ANYONE FROM MY FAMILY IS
SITTING IN THE SEAT

2. WHEN I TAKE IT TO THE DLR THEY SIT IN IT AND IT'S FINE THE LIGHT GOES OFF

3. CAN YOU TELL ME WHAT WE ARE DOING WRONG

WRITER ADVISED:

1. APOLOGIZED FOR PROBLEM

2. VERIFIED CUST WAS SITTING N SEAT PROPERLY

3. IF THE LIGHT DOES NOT COME ONE WHILE THE DLR IS SITTING IN THE SEAT AND THEY CAN'T FIND
ANYTHING DEFECTIVE THEN THEY WOULD NOT BE ABLE TO REPLACE RANDOM PART'S

4.1F YOU FEEL SOMETHING IS DEFECTIVE THEN YOU WOULD NEED TO TAKE IT BACK TO THE DLR AND

WHAT WE CAN DO IS OVERSEE THE REPASR'S ON YOUR VEH AND MAKE SURE THE DLR IS USING THE
TGOL'S AND RESOURCE'S KIA HAS PROVIDED

CUST STATED:
1. OK THANKS

*#+* CASE CLOSE 04/16/2007 (08:48 AM US Mountain Standard Time RSabin

*** CASE CLOSE 07/03/2007 01:12 PM Pacific Daylight Time JettStroup
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Wilmington, CA L Prod. Date:_ 9/19/07 Dealer: CAI86_ Car Pros Kia
Case History Complaint . 4 TR accicrance

*** PHONE LOG 06/23/2008 09:28 AM US Mountain Standacd Time CCummins
CUSTOMER STATES

1. AIRBAG LIGHT IS ON ON THE PASSENGER SIDE
2. CUSTOMER HAS THE VEHICLE

3. SPOKE WITH ERIC, SVC ADV, REGARDING THE 4JRBAG LIGHT PROBLEM

4. WAS TOLD THAT THERE WAS SOMETHING NEW THAT WOULD BE PLUGGED INTO THE CIGARETTE LIGHT
AND REFLASHED THE COMPUTER

5. ‘FHE SERVICE DEPARTMENT IS NOT VERY GOOD

WRITER STATES
1. APOLOGIZED FOR THE SITUATION
2.

*** PHONE LOG 06/23/2008 09:31 AM US Mountain Standard Time CCummins Action Type:Incoming call

2. ADVISED VEHICLE WOULD HAVE TO BE AT THE DEALERSHIP FOR WRITER TO ASSIST

3. ADVISED WHILE KIA DOES NOT HAVE A PROVISION FOR RENTALS, KIA DOES ASSIST WITH RENTALS ON A
CASE BY CASE BASIS.

4. THE DECISION DOES NOT COME FROM THIS OFFICE, BUT WE CAN REVIEW THIS REQUEST WITH THE
SERVICE MANAGER AND POSSIBLY OUR ARFA REP TO DETERMINE IF RENTAL ASSISTANCE CAN BE
PROVIDED

5. ADVISED CONCERN HAS BEEN NOTED AND KMA WILL USE ALL AVAILABLE RESOURCES TO REP AR THE
VEHICLE
6. PROVIDED CASE # AND CONTACT INFORMATION FOR CALL BACK

*=* CASE CLOSE 06/23/2008 09:32 AM US Mountain Standard Time CCummins

e SN L AT N AT AMIAAIRARR A AR TR T e w s S e R sk 3
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Case HiStD! Y Comp]ainl l?PnA IR Accictanrs

*#¥ PHONE LOG 03/02/2009 04:57 PM US Mountain Standard Time TLarson
SERVICE ALERT VOICEMAIL RECEIVED FROM JASON @ AZ037

1 PROVIDED FULL VIN
2 VEHICLE HAS AB LIGHT
3 NO CUSTOMER NAME PROVIDED

*** PHONE LOG 03/03/2009 11:01 AM US Mountain Standard Time RSabin Action Type:Outgoing call
Dealership Contact Name: JASON SVC MGR

Year/Model/Mileage of Vehicle: 15,071

RO Open Datc: 12214

Days Down at mitial Service Alert report; 5 HOURS

RepAIR 1ssue: CUST CLAIMS WHEN HIS WIFE SIT'S IN THE PASSENGER SEAT THE AIR BAG LIGHT

INDICATE'S THE AR BAG IS NOT ON. THE CUST TOOK A VIDEO OF THE AIR BAG LIGHT BEING ON. WE
TESTED THE SEAT FIVE TIME'S AND EACH TIME THE LIGHT GOES OFF FOR US. THE VEH HAD NOT STORED

CODES AND THE LIGHT WAS NOT ON INDICATING THE A IR BAG WAS NOT FUNCTIONING.
ETA for completion of repAIRs: VEH ALREADY LEFF, COULD NOT DUP

Repeat RepALR (Y/N), if so, how many? 11/20/2008, IN THE NOTE'S IT SAY'S REPROGRAM THE A TR BAG LIGHT,
WE NO LONGER HAVE THAT TECH SO I'M NOT SURE EXACTLY WHAT THE MEANS

Techline Case? [If so. #? N/A

Rental Provided? If so, since when? NO NEED

DPSM contacted by dealer? HAVE NOT TALKED WITH DPSM, 1 DID NOT FEEL 1T WAS NECESSARY

*** PHONE LOG 03/83/2009 11:09 AM US Mountain Standard Time RSabin Action Type:Outgoing call
WRITER CALLED CUST LVM:

LIWAS CALLING IN REFERENCE TO YOUR RECENT TRIP TO THL DIR

2. PLEASE CALL ME BACK

3. PROVIDED CONTACT INFO

X PHONE LOG 03/04/2009 09:07 AM US Mountain Standard Time RSabin Action Type:Incoming call
CUST LVM FOR WRITER:

L EWAS CALLING YOU BACK

2. PLEASE CALL ME

*** PHONE LOG 03/04/2009 09:26 AM US Mouniain Standard Time RSabin Action Type:Outgoing call
WRITER CALLED CUST ADVISED:
L TWAS CALLING YOU BACK

2. 1JUST WANTED TO SEE IF THE AIR BAG LIGHT HAS COME BACK ON?

3. THE DLR DID TEST YOUR VEH AND FACH TIME THE LIGHT WENT OUT AND IT HAD NO STORED CODE'S
THAT WOULD INDICATE A ISSUE

CUST STATED:
L THE LIGHT IS INTERMITTENT AND IT DOESN'T COME ON ALL THE TIME
2. I THINK I'T HAS A SHORT

3. ARE YOU SAYING KIA IS OK WITH HAVING MY PREGNANT WIFE SIT IN THIS SEAT WITH A AIR BAG THAT
IS NOT WORKING PROPERLY
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Last name First name VIN of 2008 SORENTO LX 4X4 Case Number  Mileage
KNDIC73543 S| K1559600 15,071

Munds Park, AZ- Prod. Date:  10/16/07 Dealer: AZ037 Oxendale Kja

1. NO WHAT I'M SAYING IS THAT WE HAVE BEEN MADE AWARE OF YOUR CONCERN AND IF THE AIR BAG

LIGHT IS CURRENTLY ON THEN WE WOULD RECOMMEND GETTING YOUR VEH BACK TO THE DLR SO WE CAN
LOOK INTO THIS

2. WE HAVE THE ABILITY TOQ OVERSEE THE REPAJTRS OR DIAG ON THE VEH
3. PLEASE LET ME KNOW IF THE LIGHT COME'S BACK ON AND YOU TAKE IT TO THE DLR

CUST STATED:
1. OK, FLL JUST PURSUE ANOTHER ROUT

*** CASE CLOSE 03/04/2009 09:41 AM US Mountain Standard Time RSabin

AIR BAG LIGHT IS NOT CURRENTLY ON, ADVISED CUST TO CALL BACK WHEN THE LIGHT IS ON AND WHEN
HE TAKE'S THE VEH BACK TO THE DLR

dEX AT OV OO DAIROIINNAO N I DR TIC A At i Came Beed Tl e TH | ESEP A o0y B ]
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
KNDID736X 75 I K1513016 36,000
Tucson, A Prod. Date:  11/7/06 Dealer: AZ019  Tempe Kia
Case History Complaint p_, ATR accictance
***ﬂLOdG 10/20/2008 12:58 PM US Mountain Standard Time Sleon Action Type:Incoming call
Ms tated:

1. T would like to know how ] can make you guys get rental for me
2. my driver shaft is falling apart

3. llive in Tucson and 1 am 4 hours away from home
4. it will go Tempe Kia

5. itis 3rd time and I am going to pursue lemon faw
writer stated:

. updated/ no open recall

. Sorry for situation

. advised to research WCIM for lemon law

. writer provided trip interruption benefit

- will follow up with dealer

. provided case #, ext #

. transferved customer to R/A

~1 W B W R e

*** PHONE LOG 10/21/2008 09:44 AM US Mountain Standard Time SJeon Action Type:Outgoing call
Jennifer/SVCA @ Tempe Kia stated:
1. we have 15 appointment  ahead of her
2. diagnose the car yet
3. customer said all of sudden metal 10 metal sound from engine
- 4. then she pulled over
5. there was no same concern on DCS

*** EMAIL OQUT _ SJeon Action Type:External email
Send to:[GKaras@kiausa.com }
You have been sent a Kia Consimer Assistance Case for vour reference and action as may be noted i the Case. 161 bas been

sent to you in error. please notify the Kia Consumer ATLA TR 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 to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

Hi. Mr Karas

Ms -who purchased 08 Sorcnto (¢, NJO28 has problem with over spray. She is asking assistance from Kia. Dealer is looking
for inspection with area rep. I send this case FY1. please let me know if there is any advice or update for me. Thank you.

Sue:46915

<<File Atlachment: “\copubs\Clari fyOBIC A AltachmentsiSendHistory\Case K1513016_Sleon_10-21-2008103704 doc>>

** PHONE LOG 10/21/2008 12:12 PM US Mountain Standard Time Skeon Action Type:Outgoing call
piease disregard above e-mail

*** PHONE LOG 10/21/2008 01:29 PM US Mountain Standard Time SJeon Action Type:Incoming ¢all
Jennifer/SVCA stated:
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
knDID736X75 TN Ki513046 36,000

Tucson, Az Prod. Date:  1177/06 Dealer: AZ019  Tempe Kia

1. customer declined  service

2. we replaced her propeller shaft

3. customer will come tomorrow to pick up the car
4. she has 30% of brake left and she declined it

5. tire need to service

6. declined trans flush etc.

X EMAIL QUT _ SJeon Action Type:External email
Send to:[tsteinwinter@kiausa.com ]
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 AftATRs 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 to be
distributed or disseminated to any third party without the express written consent of Kia Motors America,

Hi. Mr Steinwinter

Ms -who has 07 Sorento with 36k was down at AZ019. Dealer replaced propeller shaft. Customer said she will pursue
lemon iaw since it is her 3rd brake down. Diealer told me it is not the same problem. I am sending this FYI, but if there is anything
advice please contact me back. Thank you,

Sue:d6915

<<File Attachment: Wicopubs\Clari [yOBMNCA_Autachments\SendHisiory\Case_Ki5] 3016_SJeon_10-23-2008063559 doc>>

*** PHONE LOG 10/24/2008 01:18 PM US Mountain Standard Time SJeon Action Type:Outgoing cal!
writer statec:

L. reiteraied the status

2. do writer need 10 send it to region?

Tom Steinwinter /DPSM stated;
1. region will follow up with customer
2. document that custamer’s rental request will be covered by trip interruption

*** NOTES 10/24/2008 01:21 PM US Mountain Standard Time Sleon Action Type:Manager review
writer dispatch this case to region due to:

1. customer's vehicle had rcpAIR more than 3 times

2. cusiomer mentioned abowt femon faw

3. customer requested rental. and writer advised 10 request reimbursement through trip interruption
4. please contact customer back

5. area rep agree to escalate the case

*#* PHONFE 1.OG AND STATUS CHANGE 10/29/2008 01:59 PM Pacific Daylight Time APeckson Action Tvpe:Outgoing cal
rcaa contacted cust & left msyg to call back

*** PHONE LOG 10/31/2008 03:08 PM Pacitic Daylight Time APeckson Action Type:Cutgoing call
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Last name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
KNDID736X 75 KI1513016 36,000

Tucson, A__ Prod. Date: 11/7/06 ) Dealer: AZ019  Tempe Kia

rcaa contacted cust & left msg to call back regarding sorento
left fax # for cust to fax r.0.'s and sales contract

*** PHONE LOG 11/03/2008 03:14 PM Pacific Daylight Time APeckson Action Type:Incoming call
cusl left msg stating:

- sorry we keep playing phone tag

- 've had a lot of prob's w/ my sorento

- recently stranded b/c drive shaft went ou

. i don't feel safe in this car

- i don't want it anymore

- I'm looking into pursuing lemon law

7. here's my number i shoutd be able to pick up this time

[ BT LN %

*** PHONE LOG AND STATUS CHANGE 1 1/03/2008 03:17 PM Pacific Daylight Time APeckson Action Type:Outgoing call
rcaa contacted cust:
I. where is vch
2. apologize abt inconvenience
. what are current concemns

3

4. we do have other avenues we use if dir cannot repAIR prob
5. can you pls fax paperwork -sales contract, r.o.'s, & registration
6. would like to see what we can do

7. 1 will further research your case w/ dpsm & dir

8. we want to prevent you from going 1o bbb

9. here is fax # again

cust states:

1. veh w/ me

2. current concern-nothing at the momen

3. ceton interminendy. drive shalt kicked out 1172 weeks agey

4. in the process of gathering receipts for trip interruption reimbusement

5. i've had nothing but prob’s w/ my car

6. bad it towed several times b/c other things have blown

7. ¥'ve had enough w/ this car its 2 new car, its unacceptable that u-joinls went out at 39k miles
8. tempe kia was great. girl at tempe kia said thai the drive shaft's "go” quickly under 40k milcs
. i want 10 have a safie car

10. al stuff has been rep A TR ed at desert kia in tweson. but Fast time veh got towed was to tempe

H. this car is a piece of crap it's junk

12, ane of the guys in desert ki tucson directed me 1o iz carc hotline & told me to look up lemon law
13. purchased this last july 2007 brand new

4.3 ¢ were to give u car. it's a fix as you 20 and that's too hard

15. F want you to get rid of my car (in my bad mood)

16. yex Pl fax paperwork over when i go to kinko’s tomorrow

*** PHONE LOG AND STATUS CHANGE 12/17/2008 02:31 PM Pacific Daylight Time APeckson Action Type:Qutgoing call
rcas requesied csl r.0's
lady in service to fax over
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Last name First name VIN of 2007 SORENTOQ LX 4X2 Case Number  Mileage
knDID736x75 TN KI513016 36,000

Tucson, AZ - Prod. Date:  11/7/06 Deater: AZ019  Tempe Kia

*** PHONE LOG 12/17/2008 04:43 PM US Mountain Standard Time AJudson Action Type:Incoming call
SVC MGR Bill AZ019 states:

1. Received a call from someone there but do not know who.

2. They were requesting to fax information, but 1 do not fax information when I dont know who I am faxing to.
3. Wanted to see if you could assist?

Writer States:
I. Advised that request was made by WRCAA APeckson.
2. Verified customer had contact information to WRCAA.

*** PHONE LOG 01/14/2009 02:20 PM Pacific Daylight Time APeckson Action Type:Outgoing call
rcaa contacted cust & lefi msg to call back w/ man
man stated veh made knocking noise when veh went uphill

*** PHONE LOG AND STATUS CHANGE 01/16/2009 10:31 AM Pacific Daylight Time APeckson Action Type:Incoming call
cust called in:

1. when we would be on inclinc, something's not catching it jerks, feels like it's dying
2. only does this when we go on an incline

3. PASS AIR bag is always off, dlr said they couldn't repA]R anymore, they tried to reprogram
4. interior light doesn't work when you open doors

5. ¥'m at desen kia tucson, wiil prob get dOCS over1o you by mon or tues. thank you

rcaa states:
1. apologize abt situation
2. pis fax over r.o.'s. sales contract, and registration never recv'd on my end

3. ¥'d like to review documents and possibly set up fir to inspeclfi'epAlR veh
4. ¢l want Tor documents thanks

*** NOTES 02/02/2009 02:56 PM Pacific Daylight Time APeckson Action Type:Manager review
reev'd paperwork

**% PHONE LOG AND STATUS CHANGE 02/02/2009 02:56 PM Pacific Daylight Time APeckson Action Type:Ouigoing call
rcaa contacled cust & requested call back
to see if problem suill current

2 PHONE LOG 02/09/2009 03:03 PM Pacific Daylight Time APeckson Action Type:Incoming call
cust left msg stating veh has cel

and jerks now

plsc/b

*#* PHONE LOG AND STATUS CHANGE 02/09/2009 03:04 PM Pacific Daylight Time APeckson Action Type:Qutgoing call
reaa contacted cust & Vm stating
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Last_name First name VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
KNDID736X 75N Ki513016 36,000

Tucson, m Prod. Date:  11/7/06 Dealer: AZ019  Tempe Kia

recv'd msg regarding cel & jerking concern
apologize abt inconvenience
please ¢/b so i can make sure i have correct info thank you

*** PHONE LOG 02/18/2009 02:16 PM Pacific Daylight Time APeckson Action Type:Outgoing call
rcaa contacted cust & I/m to call back

advised }/m last week in regards to veh concerns

pls c/b thx

*** NOTES 02/27/2009 03:21 PM Pacific Daylight Time APeckson Action Type:Manager review
matled call me letter

*EE CASFE CTOSFE 0222772000 03:72 PM Pacific Davlicht Time APecksnn
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Last name First name VIN of 2007 SORENTO 4X2 AT Case Namber Mileage
kNDID736475 TN K1411395 10,000
Marion, NC- Prod. Date:  4/18/07 Dealer: NCO04 Paramount Kia
Case Histﬂ! Y Complaint 'Ppn/‘ I” Agcictancs
*** PHONE LOG (:2/06/2008 03:55 PM US Mountain Standard Time ELeon
CUSTOMER STATED;

1. 'VE BEEN HAVING VIBRATION PROBLEMS WITH THE VEHICLE .

2. THE Paramount Kia SAID THEY COULD NOT DUPLICATE THE VIBRATIONS.

3. THE SERVICE TECH DID NOT DRIVE THE VEHICLE AS 1 DO AND SAID HE COULD NOT FEEL THE VIBRATIONS.
4.1 TOOK THE VEHICLE TO THE KIA OF GREER AND THEY HAD THE VEHICLE FOR 9 DAYS AND PROVIDED
ME WITH A RENTAL.

5. THE SERVICE MANAGER SAID THAT THEY DON'T SEE ANYTHING WRONG WITH THE VEHICLE AND
RELEASED THE VEHICLE BACK TO ME.

6. THERE IS A NOISE THAT WAS NOT THERE BEFORE, AND THE VEHICLE IS STILL VIBRATING.

7.1LIVE ON THE MOUNTAINS AND THE KIA DEALERS ARE A DRIVE FOR ME.

8. THERE IS A PROBLEM AND [ NEED THIS FIXED.

WRITER STATED:
1. SORRY FOR THE CONCERN. .

2. THE KIA DEALER NEEDS TO DUPLICATE THE VIBRATIONS CONCERNS BEFORE THEY CAN DO ANY
REPAIR<»

3. THE VEHICLE NEEDS TOP BE TAKEN BACK TO A KIA DEALER WHERE WRITER CAN BE CONTACTED THE
DEALER SERVICE MANAGER AND ADDRESS THE CONCERN AND RECOMMEND THEY CONTACT THE
RESOURCES KIA PROVIDES THE DEALERS FOR ASSISTANCE.

4. PROVIDED OTHER KIA DEALER LOCATIONS.

5. THE OTHER DEALERS ARE FAR,

6. 1AM FRUSTRATED WITH THIS VIBRATIONS THAT NO ONE WILL ADMIT TO AS A PROBLEM.

WRITER STATED;

1. WRITER WILL CONTACT THE KIA OF GREAR AND REVIEW THE SERVICE SINCE THEY HAD THE VEHICLE
FOR 9 DAYS.

2. WRITER WILL CONTACT THE DPSM FRO REVIEW AND ADDRESS THE CONCERN.

3. WRITER WILL CONTACT YOU ONCE SPOKEN TO THE KJA REPS.

CUSTOMER STATED;
L. THANK YOU.

*** PHONE LOG 02/07/2008 02:34 PM US Mountain Standard Time ELeon Action Type:incoming call

WRITER CONTACT SAMANTHA SERVICE ADVISOR AT  Kia of Greer .

WRITER STATED:

t. WRITER CALLING REGARDING CUSTOMERS VEHICLE VIBRATION CONCERN.

2. PROVIDED CUSTOMERS INFO.

3. CUSTOMER SAID THE VEHICLE WAS AT YOUR DEALERSHIP FOR 9 DAYS AND YOU COULD NOT DUPLICATE
THE CONCERN?

SAMANTHA STATED:

I WE HAD THE VEHICLE FROM THE END OF 108 UNTIL 2/4/08 FOR VIBRATION CONCERNS.

2. OUR TECH HERE NOTICED A VIBRATION AND AN UNUSUAL WAY VEHICLE WAS SHIFTED.

3. WE KEPT THE VEHICLE FOR MANY DAYS FOR INSPECTION AND PROVIDED A RENTAL.

4. WE COULD NOT LOCATE ANY PROBLEMS .

5. THE SERVICE MANAGER TEST DROVF THE VEHICELF WITH THF €1 ISTOMER  AND DETERMINE THAT THIS
WAS NORMAL.

6. WE RELEASED THE VEHICLE BACK TO THE CUSTOMER.

7. QURTECH FELT THERE WAS A PROBLEM, BUT THE SERVICE MANAGER FINDS THAT THIS [S NORMAL.




Kia Motors America
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Last name First name VIN of 2007 SORENTO 4X2 AT Case Number Mileage
KNDID736475 K1411395 10,000
Marion, NC N Prod. Date: 4718107 Dealer: NC004  Paramount Kia
WRITER STATED:
1.-WRITER WILL CONTACT THE DPSM FOR REVIEW .
2. THANK YOU,,

*** PHONE LOG 02/07/2008 03:29 PM US Mountain Standard Time ELeon Action Type:Outgeing call

WRITER CONTACT DPSM Bob Stricklen AND LVM.

WRITER STATED;

1. CALLING REGARDING CUSTOMERS VIBRATION ON VEHICLE.

2, FPROVIDED CUSTOMERS INFO.

3. CUSTOMER BEEN TO TWO KiA BEALER AND BOTH COULD NOT DUPLICATE CONCERN,

4. THE SC020 DEALER TECH DID FEEL VIBRATION, BUT AFTER INSPECTIONS THEY DID NOT LOCATE ANY
PROBLEMS.

5. THE SC020 SERVICE TEST DROVE THE VEHICLES AND TOLD CUSTOMER THIS IS NORMAL AND THERE WAS
NOTHING WRONG.

6. CUSTOMER FEELS THERE IS A PROBLEM AND 1S REQUESTING KIA'S ASSISTANCE.

7. CALL BACK WRITER.

8. PROVIDED WRITES CONTACT NUMBER.

***EMAIL QUT _ ELeon Action Type:External email
Send to:[Bsiricklen@kiausa.com)
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 AMATRs Dept. at 949.468.461% 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 to be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

From: Ed Leon
IExm: 46396

<<File Anachment: \\copubs\ClariE‘yOBJ\CAhAElachment.\:\SendHistory\Case_KMl 1395_ElLeon_02-07-2008153434.doc>>
*** NOTIS 02/08/2008 03:30 PM US Mountain Standard Time ELcon Action Type:Manager review

Writer forwarding case to Region for handling and  Customer contact.
DPSM has not contact writer.

*** PHONE LOG 02/12/2008 04:21 PM Eastern Dayligitt Time JuneSifford Action Type:Outgoing call
SRCAA anempted customer contact--LM on VM requesting call back

*£* PHONE LOG 03/11/2008 03:09 PM Eastern Daylight Time funeSiftord Action Type:Ouigoing call
No response to daie 1o previous contact. '
SRCAA atlempied customer contact--1.M requesting call back

Contact letter being sent.
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Kdérion, i\JC i Prod, Date:  4/18/07 Dealer: NCO04  Paramount Kia

Closed pending customer contact,

*** NOTES 03/19/2008 10:01 AM Eastern Daylight Time JuncSifford Action Type:Manager review

NOTES WERE INCORRECTLY ENTERED INTO k1407361-—-NOTES BEING FORWARDED FROM THAT CASE.
**+ PHONE LOG 02/29/2008 03:48 PM Eastern Daylight Time JuneSifford Action Type:Outgoing call

SRCAA rev'd case with DPSM--DPSM states

1. Thave talked 1o Service Manager about this veheile

2. Service manager states this is the 2007 Sorento chuggle/shutter issue.

*** EMAIL OUT _ JuneSifford Action Type:External email

Send to:{Stricklen, Robert [KMAJ;]

K1411395_Samuel Jones KNDID736475 I scozo

Original CCF received on 2/8/08 indicating—

wrresrrreeor CUSTOMER NAME 1S [ + -+ ++* *++***+*++** A1 SO UNDER STEPHANIE WALDROP

EDW A RIS ¥ 3okt sicaakakof kb sk o ook o

1. vehicle purchased new on 8/17/07 @ Kia of Greer
2. 10960 miles
3. no accidents
4. CONCERNS ARE
vibration at speeds of 20-40 mph--3x's --current
vehicle sounds loud-1x--current
3. Desired outcomes is -~ Customer would like the manufacturer to repurchase the vehicle.,

Open BBB/CCF reccived on 2/22/08 indicating
1. vehicle purchased new on 8/17/07 @ Kia of Greer
2. 10960 miles

A0no aceidents

4. 7175 MILES AT FIRST REPAIR ATTEMPT ON 11/30/07
5. CONCERNS ARE
vibration at speeds of 20-40 mph--3x's --current
vehicle sounds loud- | x--current

Sulfur smel) at times--# repA LR not tisted but 3 dealer visits lisied--current
P ASSengerAlR bag light does not work properly--2x's--current

PASSenger doar will not unlock from owtside w/key--2xs not current
Outlets stopped working--1x--not current
6. Desired out come is repurchase.

Customer is nol eligible for Lemon Law remedies however could qualily for NON:Lemon Law remedies.

Arbitration has been scheduled for 3/27/08 @ 2:30 pm --BBDB of Asheville/Western NC--112 Executive Park-- Asheville. NC
28801-242¢6 '

**¥ NOTES 03/19/2008 10:22 AM Eastern Daylight Time JuneSifford Action Type:Manager review
E-Mail sent to BBB advising that the Manufacturer was not provided an opportunity for final aempt
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I xNDID736475| N KI1411395 10,000
Marion, NC N Prod, Datc.  4/18/07 Dealer. NC004 Paramount Kia

*** PHONE L.OG 03/19/2008 10:22 AM Eastern Daylight Time JuneSifford Action Type:Qutgoing call
SRCAA attempted customer contact--LM requesting call back

*** PHONE LOG 03/19/2008 10:35 AM Eastern Daylight Time JuneSifford Action Type:Outgoing call
SRCAA contacted Ms, Edwards--she will call back after 12:00

*** PHONE LOG 03/19/2008 10:46 AM Eastern Daylight Time JuneSifford Action Type:Qutgoing call
SRCAA contacted GM/SC020--Charles & requested finance agreement and deal recap.

*** PHONE LOG 03/19/2008 12:27 PM Eastemn Daylight Time JuneSifford Action Type:Outgoing call
SRCAA contacted Ms. I and reviewed

1. Non-Lemon Law calculations--customer will most likely owe
2. GW offer of FTR-30-days and $2,000.00

3. possible fix within 45-60 days

Ms. Edwards will review with Mr. Jones & let me know

*** NOTES 04/22/2008 04:48 PM FEastern Daylight Time JuneSifTord Action Type:Manager review
e-mail sent to FTR to request scheduling--FTR not available tor nexi 2 weeks
SRCAA contacted DPSM--DPSM states FTR needs to be the one to complete this.

*** PHONE LOG 04/25/2008 04:19 PM Eastern Daylight Time JuneSifford Action Type:Incoming call
SRCAA attempted customer Foliow up comtact—-LM on VM

*#% PHONE LOG 95/12/2008 05:15 PM Eastern Daylight Time K Witliams Action Type:Incoming call
Wiriter verified with customer Stephanie Waldrop

Vehicle is rep A T Red no issues with A]Rbag

I
2. Vehicle docex not jump anymore
3. Customer satisfied

¥ CASE CLOSE 05/21/2008 02:38 PM Eastern Daylight Time JuneSiltord
Per KW--case closed

*** NOTES 06/09/2008 04:14 PM Eastern Daylight Time OSprague Action Type:Manager review
WRITER RECEIVED NOTICE FROM BBB STATING:

}. Customer has requested a reconvening of their hearing allowed under the Interim Decision
WRITER CALLED CUSTOMER (STEPHANIE WALDROP) AND SHE STATED:

1. The hesitation and OCS light is still not working right

WRITER STATED:

. Received notice from BBB stating you are requesting a reconvening

2. Request that you take your vehicle to SC020 so concerns can be verified
3. If concerns can be duplicated. KMA will offer to replace vehicle

CUSTOMER STATED:
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-] kNDID736475 [N K1411395 10,000
Erion, NC ' Prod. Date:  4/18/07 Dealer: NC004  Paramount Kia

WRITER WILL RESPOND TO BBB STATING:

1. Requested customer to take vehicle to dealer to verify concems
2. K duplicated, SOC will be offered

3. I not duplicated and customer pursues, request TE.

WRITER LEFT MESSAGE FOR SERVICE MANAGER:

1. Need last RO when FTR repAIR ed vehicle per BBB interim repAIR
WRITER WILL LET SERVICE MANAGER KNOW CUST WILL CALL 'TO SCHEDULE APPT TO VERIFY CONCERNS

*** NOTES 06/25/2008 02:05 PM Eastern Daylight Time OSprague Action Type:Manager review
Writer lefi message for customer stating;

1. Thaven't heard back from you regarding the (3 CS light concern

2. On our last conversation you were going to take the vehicle back to the dealer so they could inspect it for the OCS light
concern

3. Please call and let me know if you have done that

Writer left message for service manager:

1. Please let me know if customer has brought vehicle in so you can verify if the ocCs tight is still not working
Writer sent e-mail to BBB stating:

1. KMA has not been contacted by customer re: QCS light cencern
CASE PENDING RESPONSE FROM CUSTOMER, DEALER AND/OR BRB

% NOTES 06/26/2008 08:01 AM Eastern Daylight Time OSprague Action Type:Manager review
Customer called and stated:

1. 1have not been able to 1ake my car back to the dealer due to my work schedule

2. I'will take it back by the end of this month

CASE PENDING INSPECTION TO SEE IF CONCERNS CAN BI- DUPLICATID

*** NOTES 07/08/2008 08:51 AM Eastern Daylight Time OSprague Action Type:Manager review
Writer spoke to service manager at SC020 and he stated:

I, Customer brought vehicle to dealer on 6/30

1. Customer’s concems could rot be duplicated

Writer sent response Lo BBB stating:

t. Customer's concers could not be duplicated

2. IV customer proceeds with reconvening, please order TE

CASE PENDING RESPONSE FROM BBB AND TE REPORT

B COMMIT 07/14/2008 04:17 PM Eastern Daylight Time OSprague Action Type:Caliback Required

FPENOTES 07/14/2008 04:17 PM Eastern Daylight Time OSprague Action Type:Manager review
Writer received e-mail from Eric at BBB stating:

1. The TE has come in and has been sent out

2. The reconvening has been scheduled for 8/1/08 a1 2:30

Writer sent e-mail to DPSM (BStricklen) stating

L) il ea H
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CASE PENDING TE REPORT AND ARBITRATION ON 8/1/08

*** NOTES 07/16/2008 09:36 AM Eastemn Daylight Time OSprague Action Type:Manager review
TE report received

1. Duplicated vibration between 20-40 mph

2. Duplicated sulfur smell

3. Duplicated PASSenger AIRbag light stays on by using a 50 Ib weight
TE report forwarded to DPSM & RCAM for review
Reconvening arbitration scheduled for 8/1/08 at 2:30 pm

*** FULFILL 08/01/2008 10:53 AM Eastern Daylight Time OSprague Action Type:Callback Required

*** NOTES 08/05/2008 01:00 PM Eastern Daylight Time OSprague Action Type:Manager review
Arbitration was on 8/1/08
Case pending arbitrator decision

*** CASE CLOSE 08/05/2008 01:01 PM Eastern Daylight Time OSprague

*** NOTES 08/07/2008 10:23 AM Eastern Daylight Time OSpraguc Action Type:Manager review
Region received BBB decision

Customer has been awarded o Non-Lemon Law Reparrchase

Customer has 14 days 10 accept/reject this decision

% CASE CLOSE 08/07/2008 10:23 AM Eastern Baylight Time OSprague
BEB non-lemon law repurchase decision

*** NOTES 68/12/2008 02:13 PM Fastem Daylight Time OSprague Action Type:Manager review

Customer (G - and staied:

1. Idon't really want to accept the non-lemon law repurchase

2. Twani o know if your FTR would be willing to inspect my car and fix it

3. Would Kia still be willing to give me some soodwill compensation”

Writer stated:

L. lwill alk 1o the FTR to see it he can go to Kia of Greer and look at your vehicle
2. 1 wilbwalk to my manager 1o see i he will still offer vou the GW

3. You will need 10 advise the BEB of vour decision not to accept the repurchase and that vOu want an interim I't‘.‘pA IR

*EENOTES 08/12/2008 02:51 PM Fastern Daviisht Time OSnraene Action Tvne:Manaser review
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Marion, NC I Prod. Date:_4/18/07 Dealer: NC0O4_Paramount Kia

2. It will be an offer for the FTR to inspect and repAIR any verifiable defect under the terms of the warranty
3. The past goodwill offer of $2,000 will also be included on this letter

4. Please contact the BBB and advise them you are rejecting the repurchase offer

Writer sent e-mail to FTR stating:

1. Please advise when you can go to SCO20 to meet with this customer

CASE PENDING DATE FROM FIR FOR INSPECTION/REPAIR

*** NOTES 08/15/2008 09:58 AM Eastern Daylight Time OSprague Action Type:Manager review
Writer and FTR had conference call with customer

FTR stated:

1. Twould like to meet with you on Thursday, 8/21 at NCO04

2. You will be provided a rental

3. Twould like permission to drive your vehicle the following week to Atlania, GA

4. 1 want to make sure we get your vehicle repA]Red and you stated ai the arbitration that we need to put miles on the vehicle
to duplicate the concern

Customer stated:

I can meet you at NC004 on 8/21

It will have 1o be after work

T will try 1o be there by 5:00 pm

L will talk to the co-owner of the vehicle 10 make sure it is ok to drive it to Atlanta

I will call you back

Writer will send confirmation letter 1o customer with date and time of appt

Writer will also send GW offer of $2.000. which was the original offer prior to arbitration

CASE PENDING FTR REPAIR AND ACCEPTANCE OF GW

bl s S

FEECOMMIT 08, 15/2008 10:03 AM Eastem Daylight Time OSprague Action Ty pe:Callback Required

*** NOTLES 08/20/2008 03:37 PM Eastern Daylight Time OSprague Action Type:Manager review
Customer (M. (NG -l ond siacd:
1. L cannot take off work to meet with the FTR

2. Fam not going to have any repA I R's done at this time

3. Ifthe problem gets worse, I will call you to re-schedule the FTR inspection

4. 1would like to still get the GW offer

Writer stated:

I. T will advise the FTR that the inspection has been cancelled

2 Twill send you o revised offer lener offering the GW without an FTR inspection
CASE PENDING ACCEPTANCE OF GW

% CASE CLOSE 08/20/2008 03:41 PM Eastern Daytight Time OSprague
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KNDJD736475- K1411395 10,000
Marion, NC I Prod. Date:  4/18/07 Dealer: NCO04 _ Paramount Kia

*** NOTES 09/02/2008 01:17 PM Eastern Daylight Time OSprague Action Type:Manager review
Customer sent back sipned GW offer and signed release
Package sent to NCA for check processing

*** CASE CLOSE (9/02/2008 01:21 PM Eastern Daylight Time QOSprague

***+ NOTES 10/17/2008 10:08 AM Eastern Daylight Time OSprague Action Type:Manager review
Received Check frem NCA

Check sent to customer via Fed-X

Left message for customer stating check has been sent
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Last rame First name VIN of 2008 SORENTO LX 4X4 Case Number  Mileage
KNDIC735585 K1590340 280
W Prod. Date:  1/4/08 Dealer: CA204  The Kia Depot
Case Histery Complaint ., ATR accictanre
*** PHONE LOG 05/20/2009 07:34 AM US Mountain Standard Time HReynolds
tated:
1. have complaint to register
2. just purchased this car week ago
3. went to dealer 2x already
4. CEL came on
5. dealer replaced the O2 sensor and rear lower control arm
6. vehicle now has AIRbag fight on and still having clunking noise
7. caris back at kia dealer
8. I'm extremely unhappy with vehicle and service

Writer stated:

I, updated/no open recall

2. apology for situation

3. advised, will follow up with dealer for status

Customer stated:

1. asked dealer to hook me up with towing package for this inconvenience
2. they told me that they can do free car wash

3. thisifabrand new car, 1don't need a car wash

4. 1think Kia should compensate me for this problem

Wriler stated:
1. will forward to appropriate personal for review
2. provided case#, contact¥ -

*** PHONE LOG 05/20/2009 03:31 PM US Mountain Standard Time HReynolds Action Type:Outgoing call
Writer stated:
Lo leftvm for Chiris - SVOM at The Kia Depot 10 call wriier back

*** PHONE LOG 05/21/2009 11:08 AM US Mountain Standard Time DDailous Action Type:Incoming call
CHRIS FROM KIA DEPOT STATES

1. IS THIS HUN?

2. SHE CALLED HERE FOR ME

WRITER STATES
. WILL SEE IF SHE IS AVAILABLE

WRITER WARM TRANSFERRED CUSTOMER TO HUN

*** PHONE LOG 05/21/2009 08:20 AM US Mountain Standard Time HReynolds Action Type:Incoming call
Chris - SVCM at The Kia Depot stated:
L lirst ume car came in at 170 miles for clunking noise and CLL

found code for O2 sensor - replaced

tighten the right front control arm for clunking noise

2
3.
4. car came back on 19th for PASSenger side AIRbag off tight
5. we verified and contacted tech linc

6. ihey 1old us 1o do re flash evendoth vehicle is not affecied by recail
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Orange, CA [N Prod. Date: _1/4/08 Dealer: CA204__The Kia Depot

7. performed and tested. AIR bag system is working fine
8. vehicle is released to the customer yesterday
9. noise at acceleration and stop is characteristic of the vehicle

*** PHONE LOG 05/21/2009 09:50 AM US Mountain Standard Time HReynolds Action Type:Outgoing call
Writer stated:
1. left vin for customer to call writer back

*** PHONE LOG 05/22/2009 07:18 AM US Mountain Standard Time Klohnson Action Type:Outgoing call
Customer stated: '

1 - I picked up the veh and am taking it back into the shop tomorrow

2 - They want it today, but 1 just cannot getitin

3 - When someone sits in PASSenger seat the AIRbag light does not go off

4 - And when I am breaking from about 30-40 mph, the veh acts like it is going into 4wd and clunks
5 - The person who testdrove that w/ me says it is not right; the service person said it was normal

6 - I cannot leave the veh w/ them tomorrow; is that OK?

7 - 1traded in a Toyota that had 200K miles and [ never had any trouble w/ it

Writer stated:
1 - Apologized
2 - Am documenting for Hun and am sure she will follow up aggressively

Customer slated:
1 - Thank you

2 - Today I can be reached at [ |

[ For Imternal Use Oaly
<><> FCM Tammy reminded wir that Hun is out-of-oftice today. Writer yanked case and is foHowing up.>1)

*#* PHONE LOG 05/22/2009 07:33 AM US Mountain Standard Time Klohnson Action Type:Outgoing call
Called dir and Johnny stated:

b - Chris is out 1oday

2 - I'don't really know what is going on w/ vel

3 - Customer cannot get it in today. but is bringing it in tomorrow

4 - We have no Diagnostic people heres it will Just sit until Tuesday

Writer catled DPSM Robert Leal. who stated:
I - Prefer thmt customer brings it in today
2 - Wilt authorize rental starting today, or tomorrow. or Tuesday

Writer called customer at 714-348-3224 and stated:
l -AIRbag is salety issue
2 - Kia strongly preters that you get vehicle in today
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Last name First name VIN of 2008 SORENTO LX 4X4 Case Number  Mileage
KND3IC73558S [ K1590340 280

M Prod. Date:  1/4/08 Dealer: CA204 The Kia Depot

Customer stated;

1 - I need van to get my mother to LAX Saturday

2 - P've already taken off 4 hours from work on this and cannot afford to take off more
3 - I'm working 7am to 7pm

4 -1 could take veh in Monday

Writer stated;

1 - Kia will work w/ you, but wanted to make clear that we are williing to put you in altemate transportation today

Z - Dir has no diagnostic personnel Saturday

3 - Wir will work w/ dir

4 - IF dir open Monday, and IF Enterprise open Monday, we may be able to arrange for you to drop veh off Monday for dir to
work on Tuesday

5 - Will CB today

6 - Will advance to region for additional technical support

7 - They have 3 business days to contact you; in mean time provided contact information

Customer stated:
1 - What about clunking?

Writer stated:

I - Regional office will follow up on that

2 - Will get another opinion

3 - Sounds and sensations are subjective and this needs to be checked out thoroughty

Cuslomer stated;
1 - Thank yvou.

*** PHONE LOG 05/22/2009 07:35 AM US Mountain Standard Time Klohnson Action Type:Quigoing call

Called dl and Johnny siared:

! - Emerprise and dir closed Sunday and Monday

Z - What we will do on Tuesday is it she comes in on lunch hour. we will drive her 1o Enterprise to cut down the time it takes her.

*** PHONE LOG 05/22/2000 07:43 AM US Mouniain Siandard Time Klohnson Action Type:Outgoing call
Called customer @L_ and siated;

! - Emterprise and dIr closed Sunday and Monday

2 - Dir will drive you to Enterprise on Tuesday to save time

Customer stated:

I - Thank you

2 - Is there any way we can just swap this veh owt?

3 - Can | be compensated for the time I've had to take off work?

4 - Can you throw in cross bars and trailer hiteh 10 eompensate ne for the problems I've had w/ the vehicle?

Writer stated:

1 - No way to just swop out veh

2 - If want to get out of vehiele. follow procedure in WCTM

3 - That is not fast procedure, but involves negotiation, elc,

4 - Kia does not reimburse for lost pay. bui regional office address questions like what you are asking about other financiat
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Last pame First name VIN of 2008 SORENTO LX 4X4 Case Number Mileage
knpic73ssssR K1590340 280

Orange. Ca [N — Prod. Date: 1/4/08 Dealer: CA204__The Kia Depor

adjustments for vehicle

Customer stated;
i - OK. Thank you.

*** PHONE LOG 05/22/2009 07:43 AM US Mountain Standard Time KJohnson Action Type:Outgoing call
Called dir: GM is Herbie, in at 10:30 or 11

*** NOTES 05/22/2009 07:58 AM US Mountain Standard Time KJohnson Action Type:Manager review
Writer dispatching to Western Region

(a) for early inervention

(b) 10 assist determination

() to contact customer {best number so far, -

Because
1 - 2008 Sorento, 300 miles, orig owner

2 - veh going into ca204 for repAIRs for dth time on Tuesday

3 - current issues: QCS and clunking when braking from 30 mph
4 - rental has been approved
5 - DPSM has been notified

*** PRIORITY CHANGE 05/22/2009 07:50:18 AM KJohnson

*** PHONE LOG 05/26/2009 08:35 AM US Mountain Standard Time TShamburger Action Type:Incoming call

customer Ms called
b Can i speak 1o Karen. the dlr still has not paid off my trade off vehicle and now i have to pay another pvmt.
2 the dir <uppose 1o have 10days 1o pay it oft. 1 hate s diy.

3. the car is going to the dir today.

wit states

t im sorry, Karen on another call, but Karen did dispatch your case to our regional office on Friday

2 that office just caime in at 8:30 and they will review your case and call you back on it.

3 im sorry but mfr would not be able 10 address why the dir did not pay off the trade in yet. but usually some dir make you sign
semething stating you might have to pay another pymt on trade in. since you Just waded vel in on May i 1th

4 advise cust that issue is between dir and you and your financial institution. mfr here to support mir warr. but writer will note
yous complaint on dlr net paying ofT the trade in veh yet.

5 once our regional office review your siluation they wilk call you,

cust states

1. Ok. i want kia to call the dly when veh is there. i dont like this dir

call ended.

*** PHONE LOG 05/27/2009 11:55 AM Pacific Daylight Time ARomo Action Type:Outgoing call
Called customer

Wriler siates;

Calling from KMA

I understand that you have been having

Issucs with your vehicle sales and service,

Wanted to apologize for your ownership experience thus {ar.
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Last name First na VIN of 2008 SORENTO LX 4X4 Case Number Mileage
ﬁ knpic73sses K1590340 280

Orange, cA NI — Prod. Date:  1/4/08 Dealer: CA204_The Kia Depor

At this point, where is the vehicle?

Customer:

Thank you for cailing

It has been a mess

haven't even had the vehicle for a month

And have had nothing but problems

Hove the vehicle

But I dont think the dealership is doing everything

They can to ensure the vehicle gets repAIRed
Thats why | wanted you guys to get involved.
The velicle is there now, for the clunking noise
When | turn on the 4WD

Can you call over there?

Writer:
I sure can
Once the vehicle is repAIRed

lam going 10 see whal else can be done for you.
Please take dewn my information

Customer:
Thank you so much

Writer:
We will be in touch.

*** PHONE LOG 05/27/2009 12:01 PM Pacific Daylight Time ARomo Action Type:Ouigoing call
Catted SA-Tohnny

Writer states:

Calling on this vehicle.

Wanted 1o know what the status on it

SA:
The technician will be back in 30 minutes
Can you give me a buzz then and I will know more?

Writer:
I ' will call you in an hour.

*** PHONE LOG 05/28/2009 11:49 AM US Mountain Standard Time tValencia Action Type:Incoming cal
800# VM BY CHRIS FROM CA204 :

1.- PROVIDED VIN# AND CST NAME

2.- VEHICLE HAS 600 MILES

3. SLCOND 1ME FOR AN AR BAG LiGHTT ON THE PASSENGER SIDE WHEN OCCUPIED
4.- FIRST TIME TECH LINE ASKED US TO DO THE RE FLASH. EVEN THOUGH THE VEHICLE DIDN'T QUALIFY

5.- TECH LINE TOLD US TO REPLACE THE WEIGHT SENSOR PAD IF THE VEHICLE CAME BACK
6.- VEHICLE IS HERE NOW. WE HAVE ORDERED THF PARTS
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Orange, A Prod. Date: _1/4/08 Dealer: CA204_The Kia Depot

*** PHONE LOG AND STATUS CHANGE 05/29/2009 11-08 AM Pacific Daylight Time"ARomo Action Type:Outgoing call
Called customer

Customer states:

I dont feel that the dealership is being truthful

Can you teli me what pan was ordered?

Writer:

Sure

It is the seat sensor mat

Is what I have from the tech case.

Customer:

I 'am just so frustrated
| want a new vehicle
Can you give me one?

Writer:
At this point

1 am trying to get your vehicle rep AT Red

Fwill review afier this visit

If I need to send someone down to take a look at the vehicle

Bul right now with the information that | have 1 would not be replacing your vehicle.
You can send me your documents and | can review to see if there is something that
Can do because the vehicle is so new, and you have had some issues

Please send those via fax.

Customer:
Will do.

*** PHONE LOG 06/01/2009 01:31 PM US Mountain Standard Time HReynolds Action Type:incoming calt
Ms. -smlcd:

1. Fstill have issue with vehicle

2. trade in has not been paid oft

3. left vm for Angel 2x

4. is there anyway | can speak 1o some one higher?

Writer siated:

1. apology for situation

2 advised.  region is stilt working on this case

3. advised.  will document that you arc wating on response from Angel

*£* PHONE 1.OG 06/01/2009 03:47 PM Pacific Daylight Time ARomo Action Type:Incoming call
Received call from customer
Customer requests call back. (Sounded upset)
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Last_name First name VIN of 2008 SORENTQ LX 4X4 Case Number  Mileage

] KNDIC735585 Ki590340 280
m_ Prod. Date:  1/4/08 Dealer: CA204 The Kia Depot

*** PHONE LOG 06/01/2009 04:06 PM Pacific Daylight Time ARemo Action Type:Outgoing call
Called customer

Writer states:

Are you okay

You sounded upset in the message

Customer:

No

The vehicle seems fine right now

But the dealership has given me nothing but problems
They are giving me the run around

About paying my loan

I asked for them to please do it

And they said they sent it today

I requested the tracking number because

My lender said if I can provide a tracking number
They will not make me make the payment this month
So 1 requested it from them

And they said, "Your crazy” and they hung up on me.
I dont know what to do.

Writer:

1'am so sorry that you have to go through this

! would recommend taking your vehicle to a different dealership

If you feel this dealership is mistreating you.

We do not like it whep our customers feel like they are being mistreated
I'am sending these case notes to the DSM

He can follow-up with the dealership

But there isnt much that we can do.

Cuslomer:

Fam going there this evening 1o Iry to gof x tracking number

I will not be relurning there for service

is there anything you can do aboul compensating me for everything that | had to
Go through with this dealership?

Writeir:

Send me your sales contract and payments slip

| can review for one(1) vehicle payment

For your inconvenience

Would hat make it a littte beuer?

If you have to take your vehicle to a different dealership

Please call me and I can see what | can do 1o make H a hittle easier.

Customer:

That would be gyeat

lis been a nightmare month

Flike the vehicle but if this is the way your

Treated in the sales and service side after you make the sale
I do not want the vehicle.

Writer:
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Orange, CA Prod. Date:  1/4/08 Deaier: CA204  The Kia Depot

Having worked here
I can tell you that this is an isolated incident
1am sorry you had to go through this.

Customer:

I will send you the ¢ CS
And call you back temorrow and let you know
How it went at the dealership

Customer thanked then disconnected.

#** PHONE LOG 06/02/2009 03:33 PM Pacilic Daylight Time ARomo Action Type:Incoming cali
Received message from customer
Customer requests cali back,

*** PHONE LOG AND STATUS CHANGE 06/02/2009 04:05 PM Pacific Daylight Time ARomo Action Type:Outgoing call
Called customer

Writer states:

Hey Mrs

Wanted to let you know that

I got your payment ship

I'am going to review it here

And hopefully I can give you the one payment

For having to go through this during your first month of ownership.

Pawill call sou bk on riday and o vou know

Customer:
Thank you
T appreciate your kindness.
Pwill1alk to you on Friday.

=% PHONE LOG 06/09/2000 10:03 AM Pacific Daylight Time ARomo Action Type:Incoming call
Received message from customer
Customer requests call back.

*** PHONE LOG 06/09/2009 10:08 AM Pacific Daylight Time ARomo Action Type:Outgoing call
Called customer

Writer states

I would like 10 offer you the one payment

Due to your inconvenience of purchasing a new vehicle

And having 1o deal with going back and forth to the dealership

As weli as the sales issues that you were having with the dealership
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1 will be sending you the offer letter today.

Customer:

Thats great

I appreciate KIA

Stepping and doing something

1t makes having go back and forth better.

Writer:

There will be more information

On the letier

Once you get it, if you have any questions
Please feel free to give me a call 1o discuss.

*** NOTES 06/10/2009 03:38 PM Pacific Daylight Time ARomo Action Type:Manager review
Letter sent out.

*** NOTES 07/06/2009 10:31 AM Pacific Daylight Time ThomasT Action Type:Manager review
Tread Repon Completed

¥** PHONE LOG 07/27/2009 07:11 AM Pacific Daytight Time ARomeo Action Type:Outgoing call
Called customer on altemate number

No response

Seems o be work aumber,

=% PHONE LOG 07/27/2009 07:12 AM Pacific Daylight Time ARomo Action Type:Outgoing cali
Called customer

Lett voice message requesting call back,

Writer lett message on 714.292 3642

*r* STATUS CHANGE 07/27/2009 07:12 AM Pacific Daylight Time ARomo

T EMALL IN 08/18/2009 04:23 PM Pacific Daylight Time 227PCWS
Sent: Tuesday. August 18, 2009 4:23 PM

To

Subjeci: Our Conversation Today Regarding Your Kia Sorcito

LI R
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It was a pleasure speaking with you today. 1 apologize that you've had these problems so early in your ownership of your vehicle
- thank you for allowing me to assist you to resolve them. We discussed the following:

I. A letter confirming that we would reimburse you for your first month's car payment was Fed X'd to you on 6/10.
Unfortunately, we do not have a copy, although you faxed it back. Please scan & email the signed letter to me at this email
address & I will request priority handling of your reimbursement check in the amount of $533.51.

2 Regarding the Occupant Classification System operation in your Sorento, we discussed how the system is designed to

operate.  Because the sensor mat is located in the center portion of the seat bottom with none located on the side seat bolsters, it
is important that you exercise care with your proper seating position for the system to operate correctly. | suggested that you
read that portion of the Owner's Manual and continue to test the system and its operation over the next few days.

3 Regarding the front end clunking noise. you indicated that it continues & that now you are hearing a rattle noise which
sounds like the catalytic convertor.  Because of your past experience with Kia Depot, you would like to have your vehicle
serviced at Fullerton Kia & will be making an appointment.  Although alternate transportation is not part of the warranty
provided with your vehicle, under the circumstances due to the number of service visits your vehicle has had so early in ownership

I have agreed to cover the cost of alternate transportation for the rcpAIR s at Fulterton Kia.  Please let me know what your
service appointment dale is just as soon as you make it 50 we may make the necessary AITangernents.

Let me know if you have any questions regarding the above. 1iook forward to receiving your email with the signed letter
attached & information as so your service appointment.  Sincerely,

Michele Cameron

Director. Consumer AFEATR s ang Warranty Operations

Kia Motors America, Inc.

Phone; 949.468.4617

Fax: 949468 4805

Email: mcameron(@kiausa.com




Kia Motors America

Consumer Aff4IRs Department Page 11 of 15

Last name First name VIN of 2008 SORENTO LX 4X4 Case Number Mileage

] KNDIC735585 K1590340 280
Orange, CATIEE Prod. Date: 1/4/08 Dealer: CA204 The Kia Depot

The average office worker uses 10,000 sheets of paper = 1.2 trees, per year

By not printing this email, you've saved paper, ink and millions of trees

*** EMAIL IN 08/20/2009 09:04 AM Pacific Daylight Time 227PCWS
Sent: Thuisday. Aueust 20, 2009 9:03 AM

To:
Subject: RE: Our Conversation Today Regarding Your Kia Sorento

The pdr' file worked perfectly! [ will put the check request process in motion & will wait for the information regarding your
service appoiniment.  Let me know also when youve had an opportuiity 10 review the A[Rbag section of the Owner’s Manual

and reviewed the operation of the Cecupant Classitication System (PASSengerAleag) again.

Michele Cameron

Director. Consumer AfE4 IR and Warranty Operations

Kia Motors America. Inc.

Sent: Thursday. August 20. 2009 7:11 AM
Tor Cameran Mirhala FKM A1
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I changed the file 10 a pdf and have attached it. Please let me know if you have recieved it. I called the Kia FuHerton on my way
home yesterday and the service department was not open. I will make a note to call on my lunch break,

Thank you,

~-- On Thu, 8/20/0%, Cameron, Michele [KMA] <CameronM@Kiausa.com> wrote:

Subject: RE: Qur Conversatio ] Kia Sorento
To:
Date: Thursday, August 20, 2009, 2:38 AM

Sorry for the delay in responding,- Pve been in meetings all day. I'm sorry but I can’t open the attachment (not
sure what you used io create it).. It may be easier if you fax a copy to me at 949.468 4805 and then send me a quick email when
it has been sent.  I'il check the fax and will send you a confirmation right back. 11 receive the fax tomotrow. 1 probably get
you a check in about a week.

Pwill update your Tike with vour new adedress (when T receive the fax!}and will wail 10 hear from vou regarding vour
Fullerion service appointment.  Thank you for your patience — this is DEFINITELY NOT how we likzto start our relationship
with our new Kia vehicle owners.

Michele Cameron

Director, Consumer At I R's and Warranty Operations

Kia Motors America. Inc.

Phone; 949468 4617
Fax: 9494684805
Email:  mcameron@dkiausa.com

Sent Wednecday Auonct 10 2000 11-50 AM
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Hello Michele, s,

Aftached is the letter along with the confirmation that I faxed the letter back. Please notice my new address. I will call the Kia in
Fullerton today on my tunch break and let you know when they want me to drop the car off.

Again, I really appreciate your help yesterday and if you need anything else from me please do not hesitate to ask.
Please tet me know when | might receive the payment also.

Thank you,

--- On Tue. 8/18/09. Cameron, Michele [KMA] <CameronM{uKiausa.com> wrole:

Subjeet: Qur Conversation Today Regarding Your Kia Sorento
o I

Date: Tuesday, August 18, 2009, 11:22 PM

It was a pleasure speaking with you today. | apologize that you’ve had these problems so early in your ownership of your
vehicle - thank you for allowing me to assist you to resolve them.  We discussed the following:

1. A letter confirming that we would reimburse you for your tirst month’s car payment was Fed X’d to you on 6/10.
Unfortunately. we do not have a copy, although you faxed it back. Please scan & email the signed letter to me at this email
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Last name VIN of 2008 SORENTO LX 4%4 Case Number  Mileage
KNDJC735585 (I K1590340 280
Prod. Date:  1/4/08 Dealer: CA204 The Kia Depot

bolsters, it is important that you exercise care with your proper seating pesition for the system to operate correctly. I suggested
that you read that portion of the Qwner’s Manual and continue 1o test the system and its operation over the next few days.

3. Regarding the front end clunking noise, you indicated that it continues & that now you are hearing a rattle noise which
sounds like the catalytic convertor. Because of your past experience with Kia Depot, you would iike to have your vehicle
serviced at Fullerton Kia & will be making an appointment. Although alternate transportation is not pari of the warranty
provided with your vehicle, under the circumstances due to the number of service visits your vehicle has had 50 early in ownership

I have agreed to cover the cost of alternate transportation for the repAle at Fullerton Kia.  Please let me know what your
service appointment date is just as soon as you make it so we may make the necessary arrangements.

Let me know if you have any questions regarding the above. ook forward to recetving your email with the signed letier
attached & information as so your service appointment.  Sincerely,

Michele Cameron

Director, Consumer AfEA TR and Warranty Operations

Kia Motors America, Inc.

Phone: 949.468.4617
Fax: 949468 4805

Email:  mcameron@kiausa.com

The average office worker uses 1000 sheets ol paper = 1.2 trecs. per vear

By not printing this email. you’ve saved paper. ink and millions of trees
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Last pame First pame VIN of 2008 SORENTO LX 4X4 Case Number Mileage
KNDIC735585 [ K1590340 280

Orange, CA - Prod. Date:  1/4/08 Dealer: CA204  The Kia Depot

*** NOTES 08/20/2009 09:07 AM Pacific Daylight Time MCameron Action Type:Manager review
Write rec'd signed goodwill offer for reimbursement of one payment of $533.51, Writer giving 10 A. Romo to prepare GW check
request today.  Writer also updated customer's address 10 Garden Grove address.  Customer’s cel phone # is 714.348.3224.

*** NOTES AND STATUS CHANGE 08/20/2009 08:11 AM Pacific Daylight Time ARomo Action Type:Manager review
Reviewed signed goodwill offer from MC
Writer to process today.

*** NOTES 08/20/2009 04:18 PM Pacific Daylight Time ARomo Action Type:Manager review
Writer processed VRS and forwarded to RCAOM for scorecard.
Case to be hand carried for quicker processing.

*** NOTES 08/20/2009 03:27 PM Pacific Daylight Time POrtiz Action Type:Manager review
RCAOM SCC- Fwd to NCA for check.
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Last name i VIN of 2007 SORENTO LX 4X2 Case Number  Mileage
kNDID736575 [ K1366616 7,526
ickerington, OH I Prod. Date:  12/13/06 Dealer: OH028 Ricart Kia
Case History Complaint Repurchase

*** PHONE LOG 1/02/2007 06:53 AM US Mountain Standard Time JHirshfield Action Type:Incoming call

caller:

1. caris in shop for Sth time

2 it has been there for 7 days now

3. numerous times for the bracket that holds en the running board

4. problem with the P4.5S. enger AIR bag system --tokd that there is going to be a recall, so they are not repAIR ing that

5. now there is noise in the dash that is some sort of problem with the vent

6. also when she stops, the transmission slips --they CND up 1o this point--tow they can

7. she has made 4 payments already  but it has been shop 5X so far

8. every time it comes out, something else is wrong

9. this is her 3rd Kia Sorento

10. State of Ohio this would be considered a Lemon under the Lemon Law

11, sheis asking for Kia to replace or repurchase his vehicle

wir.

. Kiais standing behind the warranty --they want to fix the car

2 impossible to predict what could happen in future

3. she will have 10 refer to her WCIM for assistance with Lemon Law

4. there should be a number in the book for her to comtact and discuss her repurchase request
5. i will notify our regional personnel and make sure they are involved

provided ref # 1o cust

*** PHONE LOG 10/02/2007 07:45 AM US Mountain Standard Time JHirshiield Action Type:Incoming call
wir LVM for sve dept @ OHO28 requesting callback

HEEPIONE LOG 1040292007 09212 AM LS Mountain Standard Time Hliirshiield Action Type:Inceming call

Wik received call from Angie (et OF028 who siated )

. wanted to et us know about this customer's vehicle

2. they are replacing the transmission -

3. she has already notified her DPSM Don Bauer and he okayed it

4. reviewed the problems they have been having with the running board --they have spoken with TechLine regarding this
q

they also have spoken with TechLine about the AIR bayg light and they advised of a new flash thal would be coming
6. she also now have 1o figure out where the squeak in the dash is coming from

wir

1. cust was planning on fiting for the Lemon Law before she even knew about this
2. will definitely be notifying DPSM today as well

3. thanked Angie for the rest of the info

***EMAIL OUT _ JHirshfield Action Type:External email

Send io:[dbaver@kiausa.com)

Don:

Customer is planning on filing for a Lemon Law repurchase.

Case should probably be disparched to CRCA for handling. Do vou agree?
Thanks.

JonH KCC X 46635
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Last name J VIN of 2007 SORENTO LX 4X2 Case Number Mileage
Pickerington, OH_ Prod. Date:  12/13/06 Dealer: OH0O28  Ricart Kia

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 eror, please notify the Kia Consumer ATE4 TR Dept. at 949.595.5802 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 to be
distributed or disseminated to any third party without the express written consent of Kia Motors America,

<<File Attachment: \\copubs\ClarifyOBJ\CA_Attachments\SendHistory\Case_K1 366616 JHirshfield_10-02-2007100845.doc>>

*** PHONE LOG 10/02/2007 09:40 AM US Motntain Standard Time JHirshfield Action Type:Incoming eall
caller

L. she is not sure if someone notified us yet, but they are replacing the transmission now

2. this has definitely made her mind up

3. someone advised her that she can file a request for arbitration prior 1o filing with the BBR

wir

1. DPSM is aware of her vehicle and it's concerns

2. will be speaking with him ioday and mosi likely will send her case to our regional office for handling
3. they should be in comtact with her 36 hours and be able 1o discuss her options

*** PHONE LOG 10/02/2007 10:06 AM US Mountain Standard Time JHirshfield Action Type:Incoming call
wir received call from DPSM Don B who stated
I he has not yet received the e-mai! for this cust

wit reviewed case history with BPSM who agreed that case should be dispatched 1o CRCA
they will follow up regarding cust request for repurchase thru arbitration or BBB (she has not yet contacted BBB)

FEEEMAIL OUT MWilliams Action Type: Internal enail

Send to:[Bauer, Don [KMA]}

DON...PLEASE HAVE THE DLR FWRD ALL SALES AND SERVICE DOS. AS PER RO RCAP CHECKLIST TO MAY
ATTENTION AT THE REGION....] WILL CONTACT THE CUST..I1 WILL F/U W/YOU ON 10/9 IF ITHAVE NOT RC'D THE

DOCS BY THAT TIME.. THANKS. MARIA

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 10 you in ervor, please notify the Kia Consumer ATAIR: Dept. at 949.468.4619 AND delete this cmail.

The attached Case is the exclusive property of Kia Motors America and is a Confidential And Froprietary document. k is not 10 be
distributed or disseminated to any third party without the express written consent of Kia Motors America.

<<File Attachment: \\copubs“\ClariFyOB.I\CA_AtIaclunenls\Sendl-lislory‘\Case_K 1366016_MWilliams_10-03-2007102107 doc>>

*** PHONE LOG [0/03/2007 09:31 AM Central Daylight Time MWilliams Action Type:Ouigoing call
LVM FOR CUST ADVISING:
L. WTR HANDLING CASE

2. HAVE REQUESTED DOCS FROM DLR

3. WILL CONTACT HER ONCE 1 HAVE DQCS AND PROVIDE ADDD
4. PROVIDED CONTACT # SHOULD SHE HAVE ANY OUESTIONS
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Last name First name VIN of 2007 SORENTO LX 4X?2 Case Number Mileage
KNDID736575 [ KI1366616  7.526
Pickerington, OH Prod. Date:  12/13/06 Dealer: OH028 Ricart Kia

WIR TO F/U W/DPSM ON 10/9 IF DOCS HAVE NOT BEEN RC'D BY THAT DATE

*** NOTES 10/05/2007 11:09 AM Pacific Daylight Time AIRbvy Action Type:Facsimile rec.
WTR REC'D VIA FAX FROM RICART KIA WHICH INCLUDES:

1. SALES AND SERVICE DOC'S

2. DEALER RECAP SHEET AND APP TITLE

WTR CREATED HARD FILE AND WILL CALL FOR MISSING DEALER RECAP SHEET AND APP TITLE THIS DATE
FROM DLR

*** PHONE LOG 10/05/2007 11:11 AM Pacific Daylight Time A]Rby Action Type:Qutgoing call

WIR S/W JANET @ RICART KiA STATING:

I. STILL MISSING DEALER RECAP SHEET AND APP TITLE

2. JANET STATED: COULD NOT FORWARD DEALER RECAP SHEET BUT WILL FAX OVER APP TITLE THIS DATE

WTR TO FORWARD APP TITLE TO MVW THIS DATE ONCE REC'D FOR FURTHER CASE HANDLING

¥ NOTES 10/05/2007 10:42 AM Pacific Daylight Time ATRby Action Type:Facsimile rec.
WIR RECD VIA FAX FROM JANET @ RICART KIA WHICH INCLUDES:
1. REQ APP TITLE

INFO ADDED TO HARD FILE AND FORWARDED TO MVW FOR FURTHER CASE HANDLING

*** NOTES 10/05/2007 07:29 PM Central Daylight Time MGaltagher Aciion Type:Correspondence rec.
WTR RCVD HARD FILE THIS DATE FOR RECAP:

1. REVIEWED CASE

2. NOTICED RO MISSING AS CUST CONTENDS VFH AT DLR AS OF 1972

WTR TO F/U W/SM ANGIE LUTZ AT RICART KIA & REQ MISSING RO ON 10/8

*** PHONE LOG 10/08/2007 11:13 AM Central Davlight Time MGallagher Action Type:Outgoing call
WTR S/W SM ANGIE LUTZ @ RICART KIA THIS DATE:

L WTR REQ MISSING RO

2 SMSTATED: TRANS WAS ORDERED & WILL ARRIVE WED OR THUR

3. SMSTATED: MISSING RO WILL BE FAXED OVER ONCE WORK HAS BFEN COMPLETED
4. WTR PROVIDED C/B # & FAX # & WILL F/U NLT COB 10411

ONCE RORECYD WTR TO COMPLETE RECAP & FORWARD HARD FILE TO MVW FOR FURTHER CASE
HANDLING

*** PHONE LOG 10/11/2007 10:51 AM Central Daylight Time MGallagher Action Type:Quigoing call

e L R L U T T e e, B Y,
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Last name First VIN of 2007 SORENTO LX 4X2 ase Number  Mileage
kNDID736575 [ K1366616 7,526
Pickerington, OH Prod. Date:  12/13/06 Dealer: OH028  Ricart Kia

2. 5D STATED VEH IS BEING TEST DRIVEN
3. SD STATED WILL FAX OVER RO ONCE TEST DRIVE IS COMPLETED NLT LATE AFTERNOON
4, WTR PROVIDED FAX #

ONCE RO IS RCVD WTR WILL COMPLETE RECAP & FORWARD HARD FILE TO MVW FOR FURTHER CASE
HANDLING

% NOTES 10/11/2007 04:46 PM Cenwral Daylight Time MGallagher Action Type:Facsimile rec,
WTR RCVD VIA FAX FROM DON @ RICART KIA THIS DATE WHICH INCLUDES:
1. RO 2256746

WTR TO COMPLETE RECAP THIS DATE & FORWARD TO MVW 10712/07

*** PHONE LOG 10/16/2007 08:32 AM US Mountain Standard Time CCummins Action Type:Incoming call
cust states
1. Thave a reference number and need to know who is working on this case

writer stales
I, advised RCAA MGallagher is working on case
2. provided 800 # and ext for Man

*** PHONE LOG 10/16/2007 09:41 AM US Mountain Standard Time RBriones Action Type:Incoming cail
Customer Stmed:

1. Treving o reach Mt Gallagher.

2. He has been helping me work on my case.

3. Need him 10 give me a call m my home number,

4. Or between Sam and 4:30pm (during the weck), 1 can be reached at_

Writer Stated:

L. Gave customer 800 number regional mnber.

2. Will document customer request for call back.
3. MGaliagher will ger copy of notes,

*** NOTES 10/16/2007 03:44 PM Pacific Daylight TimeA]Rby Action Type:Correspondence sent
WTR REC'D HARD FILE FROM MJG FOR RECAP REVIEW

WTR REVIEWED RECAP AND FORWARDED HARD FILE TO MVW FOR FURTHER CASE HANDLING

¥ PHONL LOG 10 18,2007 41:30 PM Central Daylight §ime MWilliams Action Type:Ogoing call

SPOKE TO CUST @

1. PER CUST. VEH TRANS JERKING CONCERN 1S STILL APPARENT

2. CUST WILL BE TAKING VEII TO OHOZ8 @ 5:00 P.M. ON 10/19 TO MEET W/ED (SM ANGIE 1S ON VACATION) SO
THAT SHE CAN SHOW HIM CONCERN
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I KNDID736575 Ki366616 7,526
Pickerington, OH JII Prod. Date: _12/13/06 Dealer: OHOZ8_Ricart Kia

4. PER CUST DLR ADVISED THAT THERE WAS A REFLASH THAT KIA IS COMING UP WITH FOR THIS CONCERN
AND THAT KMA WILL BE ENBING NOTIFICATION TO CUST FOR FIX
5. CUST REQUESTING REPLACEMENT (THIS IS THE 3RD SORENTO CUST HAS OWED)

ADVISED CUST:

1. THERE IS NO PENDING NOTIFICATION RE: SRS

2. FTRS CAN DO REFLASH, WE JUST NEEDED TO BE MADE AWARE

3. WIR NOT WILLING TO REPLACEMENT BASED ON CURRENT HISTORY BUT WILL BE WILLING TO OFFER FTR
AND COMP IN THE AMOUNT OF 2.3 CAR PMTS '

4. CUST WILL DISCUSS WITH HER HUSBAND AND ADVISE CUST HOW SHE WANTS TO PROCEED

WTR TO FAJ W/ED @ OHO28 ON 10/22 RE: 10/19 APPT

*** PHONE LOG 10/18/2007 03:04 PM Central Daylight Time MWilliams Action Type:Incoming call

CUST STATED:

1. DISCUSSED W/HUSBAND AND ARE REQ 4 CAR PMTS (ALL THEY HAVE MADE TO DATE)

2. WTR AGREED AS LONG AS CUST 1S WILLING TO SIGN RELEASE NOW AND WAIT FOR FTR APPT
3. CUST WOULD LIKE TO REVIEW RELEASE B4 MAKING FINAL DLECISION

WTR TO GENERATE OFFER LTR AND RELEASE AND FWRD TO CUST FORNLT 10/22 RECEIPT

*** NOTES 10/18/2007 03:40 PM Central Daylight Time MWilliams Action Type:Correspondence sent
LTR AND RELEASE FRWD TO CUST VIA FEPO W/TRACKING #9020 7513 19798 ANDRETURN 9020 7513 1980

WTR TO F/U W/ED AT DLR ON 10/22 RE: VISIT ON 10/19 AND CUST ON 10726 IF NO RESPONSE HAS BEEN RC'D BY
THAT DATE

*** NOTES 10/19/2007 02:13 PM Pacific Daylight Fime ATRby Action Type:Manager review
WIR REVIEW CASE WITH MVW THIS DATE AND AGREED CUST IS ELIGIBLE FOR BBB ASSISTANCE AT THIS
TIME

WTR TO PROCESS LTR THIS DATE

*** NOTES 10/19/2007 02:18 PM Pacific Daylight Time ATRbvy Action Type:Facsimile rec.
CORRECTION TO UPDATE ABOVE:
!. CCFREC'D FIRST( NARRATIVE BELOW) AND THEN REVIEWED WITH MVW THIS DATE

CRCA RCV'D BBB FAX FILE # KIA0756675 WHICH INCLUDES:
1. CCF- DATED 10/19/07 AND RCV'D 10/19/07
A. TRANSMISSION SLIPPING (REPLACED ONCE - CURRENT- YES

B. PASSENGER AIR LIGHT SAYS OFF WHEN PERSON IN SEAT - CURRENT - YES
(. SEEPPING BARS KEEP COMING LOOSE - CURRENT - YL
D. A/C VENT PASSENGER siDE REPLACED - CURRENT -NO

RESOLUTION SOUGHT:
1. THE CUSTOMER WOULD LIKE TOHAVE THE VEHICLE REPURCHASE WITH A NEW ONE.
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*** NOTES 10/19/2007 03:19 PM Pacific Daylight Time AIRby Action Type:Correspondence sent
WTR SENT CUST BBB -CCF LTR THIS DATE VIA MAIL

COPIES ADDED TO HARD FILE AND FORWARDED TO MVW FOR FURTHER CASE HANDLING

*** PHONE LOG 10/26/2007 11:36 AM Central Daylight Time MWilliams Action Type:Incoming call
SPOKE TO CUST:
1. DECLINING GW OFFER
2. REQ SOC
3. WIR DECLINED
4. CUST STATED THAT SHE IS TAKING VEH BACK TO DLR ON 10/29 FOR FOLLOWING:
A. TRANS IS SLIPPING AGAIN
B. NOISE FROM SIDE STEP BARS - CUST BELIEVES THAT SCREW 1S COMING LOOSE

C. PASS sibe OCS LIGHT STAYS ON AT TIMES WHEN SOMEONE IS SITTING THERE
5. CUST WILL BE PROCEEDING W/BBB
6. ADVISE CUST THAT IF BBB TE COMES BACK WITH NEW INFO, WTR WILL REASSESS SOC REQUEST

HARD FILE AND CLARIFY FILE TO AJM FOR F/U W/DLR SM ON 10/29 RE: CUST VISIT AND QUTCOME OF
REPAIRS

*** PHONFE LOG 10/312007 10:59 AM Pacific Daylight Time AnitaMay Action Type:Outgoing cali

WITR S W SM ANGEHE ON 10¢31 707 G RICART KIA AS WTR WAS OUT OF TTHE OFFICE ON 1029407

. CUST HAS NOT BEEN IN YET. BUT IS SCHEDULED TO DO RIDE WITH W/SM AND SHOP FOREMAN ON 11/1/07
2. WTR ADVISED SM TO PROVIDE STATUS UPDATE ONCE RIDE WiITH HAS BEEN COMPLETED

3. PROVIDEDCH ¥

WTR ASSIGNED CLARIFY CASE BACK TO RCAM THIS DATE FOR ADDITIONAL CASE HANDLING

*FENOTES 11/01/2007 06:03 PM Central Daylight Time MWilliams Action Type:Manager review
HARD FILE AND CLARIFY FiLE TO MJG FOR FOLLOWING:
L F/U IF AIM HAS HAD C/B FROM SM
2. 1F SO, UPDATE CASE ACCORDINGLY
3. IF NOT.YOU WILL CONTACT SM AND F/U FOLLOWING:
A. WHAT CONCERNS DID CUST COMPLAIN OF

B. WHAT WERFE DILR'S FINDING ON CONCERNS

C. WHAT IS NEXT STEP

D. REQUEST RO BE FAXED TO CRCA

¥ NOTES 11/01/2007 05:16 PM Ceniral Daylight Time MGaltagher Action Type-Manager review
WTR TO PROCELED AS STATED ABOVE ON11/2
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*** PHONE LOG 11/062/2007 0929 AM Central Daylight Time MGallagher Action Type:Incoming call
MVW RCVD VM FROM CUST THIS DATE:

1. VEH BACK IN SHOP WLATRBAG & TRANS PROBLEMS
2. CUST WANTED TO MAKE MVW AWARE

*** PHONE LOG 11/02/2007 09:42 AM Central Daylight Time MGaltagher Action Type:Outgoing call

WTR S/W SM ANGIE @ RICART KIA THIS DATE:

1. REQ UPDATE ON RIDE W/WARD

2. SM STATED CUST BROUGHT IN VEH THIS AM & DROVE WITH CUST

3. ISSUE OF STUMBLING & JERKING AROUND 35 MPH WHEN VEH STARTS COLD WAS VERIFIED
4. VEH NOW BEING WORKED ON

3. WTR REQ RO FAXED ONCE WORK HAS BEEN COMPLETED

6. PROVIDED FAX #

WTR LEFT MSG W/TIFFANY FOR SM ANGIE @ RICART KIA THIS DATE:

1. REQ ADDTL INFO RE: CUST VM - 4 TRBAG & TRANS PROBLEMS
2. PROVIDED C/B #

WTR TO FU W/SM 11/5 IF RO NOT RCVD BY COB THIS DATE

*** NOTES 11/05/2007 08:41 AM Central Daylight Time MSandoval Action Type:Faesimile rec,
WTR RCV'D VIA BBB FAX FILE # KIAG756675 THIS DATE WHICH INCLUDES:

1. MRF- DATED - 1 1/02/07

2.CCF - DATED - 10/19/07

3. COPIES OF SALES & SERVICE pOCS

INFO ADDED TO HARD FILE & MCS TO F/U WITH SMYANGIEE THIS DATE TO SEE ITF ANYMORE WORK HAS BEEN
DOXI 1O VEL

*** PHONE 1.OG 11/05/2007 02:17 PM Central Daylight Time MGallagher Action Type:lncoming call
WTR RCVD) VM FROM SM ANGIE @ RICART KIA THIS DATE:

L CUSTS VEN IS @ DLR
2 T WAS CALLED BUE TO TWO CONCERNS

3- SMVERIFIED VEH STUMBLES (@ 43 MPH & A {RBAG LIGHT NOT GOING OFF WHEN PASS SITTING IN SEAT
4. T/ WORKING ON FIXES WHICH CURRENTLY DO NOT EXIST

T PHONE LOG 11/05/2007 02:30 PM Central Daylight Time MGaHlagher Action Type:Owgoing call
WTR S/W SM ANGIF @ RICART KIA THIS DATE-
I. CONFIRMED ABOVE INFO

D CRATCTT AT 1L D PIDCR A VAT D AT I v, nen A I.D(‘
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WTR TO F/U W/SM 11/6 TO OBTAIN UPDATE OF REPAIRS

*** PHONE LOG 11/05/2007 02:50 PM Pacific Daylight Time AnitaMay Action Type:incoming call
CUST LM FOR WTR:

1. REQ'D CB RE VEH CONCERN
2. PROVIDED CB _

WTR TO FU W/CUST [ 1/6/07 IF NO CB RCV'D BEFORE THEN

*** PHONE LOG 11/06/2007 04:19 PM Pacific Daylight Time AnitaMay Action Type:Outgoing call
WTR $/W CUST, Ms I

. WTR ADVISED CUST THAT SINCE CONCERN HAS BEEN CONFIRMED, TO SELECT A NEW VEH
2. CUST NOT WILLING TO SELECT VEH AT THIS TIME

3. CUSTWOULD LIKE TO PROCEED TG ARBRITRATION

4. CUST WOULD LIKE FOR RCAM TO CONTACT HER BACK UPON HER RETURN

WTR TO FORWARD CASE TO RCAM FOR FURTHER CASE HANDLING THIS DATE

*** PHONE LOG 11/06/2007 04:52 PM Central Daylight Thne MGalagher Action Type:lncoming call
THE BELOW NOTE SHOULD PROCEED THE PREVIOUS NOTE

WTR S/W SM ANGIE & RICART KIA THIS DATE: .
I. CONFIRMED T/I. HAS NOT FOUND FIX FOR OCS LIGHT & SHIFTING CONCERNS

2. OCS NOT A SAFETY CONCERN AT THIS TIME BUT SHIFTING CONCERN IS
3 CUSTSHILL IN LOANER VEH DUE TO SAFE 1Y 15511

WTR TO FORWARD |1ARD FILE TOMVW FOR FURTHER CASE HANDLING

*** PHONE LOG 11/12/2007 11:39 AM Central Daviight Fime MWiliams Action Type:Incoming call
RC'D VM FROM CUST RE: €/ @

*** PHONE 1.OG 11/12/2007 11:49 AM Central Daylight Time MWilliams Action Type:Oulgoing call

LVM FOR CUST AT AROVE #-

I. ADVISED THAT WTR WAS CONFUSED AS TO WHY CUST REFUSES TO PICK OUT NEW VEH AS THAT IS WHA]
SHE HAD ORIGINALLY REQUESTED

2. ADVISED THAF AS LONG AS SHE PICKS OUT VEH WISAME MSRP THERE WILL BE NO CHARGES

LVM FOR TODD (« B3R:
1 ADVISED OF ABOVE OFFER AND THAT WTR 1S NOT WILLING TO REPURCHASE VEL
2. WTR WILL FAX MRF RESPONSE THIS DATE

SPOKE TO SM ANGIE AT HATFIELD KjA:
L UNDERSTOOD THAT VEH WAS STILL AT SERVICE
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*H* NOTES 11/12/2007 12:06 PM Central Daylight Time MWilliams Action Type:Facsimile sent
MRF RESPONSE FAXED TO BEB W/$3,000 REBATE AND $4,190.85 NEG EQUITY NOTATED._ALSO REQUESTED
THAT NO TE BE ORDERED AS DLR HAS VERIFIED EXISTENCE OF CONCERN _..FAX CONFIRMATION RC'D

HARD FILE TO MCS TO UPDATE RECAP AND RETURN TO WTR NLT COB TODAY

WTR TO F/U W/ANGIE AND CUST ON 11/13 IFNO RO OR C/B ARE RCD, RESPECTIVELY, BY COB TODAY

*** NOTES 11/12/2007 04:23 PM Pacific Daylight Time AIRby Action Type:Facsimile rec.
WTR REC'D VIA FAX FROM RICART KiA WHICH INCLUDES:
1. RO # 2261820 AND PRINT OUT HISTORY

INFO ADDED TO HARD FILE AND FORWARDED TO MVW FOR FURTHER CASE HANDLING

*** NOTES 11/12/2007 06:16 PM Central Daylight Time MWilliams Action Type:Manager review
HARD FILE TO MCS TO UPDATE RECAP AND RETURN TO WTR NLT COB 11/13

*** PHONE LOG |1/13/2007 0935 AM Pacific Daylight Time AnilaMay Action Type:Outgoing call
WTR LM FOR CUST, Ms. IS

1. WTR WILL BE HANDLING CASE FROM THIS POINT FORWARD

2. REQDCB

3. PROVIDED CB

WTR TO PV WDIR THIS DATE FOR VEH STATUS LPDATE

*** PHONE LOG 11/13/2007 0949 AM Pacific Daylight Time AnitaMay Action Type:Quigoing call

WTR S/W SM ANGIE @ RICART KlA:

L. WTR INQUIRED ABOUT THE STATUS OF CUST VEN

2. SMSTATED VElI STUMBLES WHEN YOU ACCELERATE @ 43 MPH BLUT IT DOES NOT POSE A SAFETY
HAZARD

3. WTR ASKED IF CUST HAS VEH

4. SMSTATED CUST IS SCHEDULED TO PICK Up VEH TONIGHT

5. WTR ADVISED sSM TO CONTACT AS SOON AS VEH IS PICKED UP

WTR TO FU W/CUST 11/14/07 IF NO CB RCV'D BEFORE THEN

***NOTES 11/13/2007 02:45 PM Cenwal Daylight Time MSandoval Action Type:Manager review
WTR UPDATED RECAP & FORWARDED HARD FILE TO AJM FOR FURTHER CASE HANDLING

*** PHONE LOG 1 1/13/2007 03:49 PM Pacific Daylight Time AnitaMay Action Type:Incoming call
WTR S/w CUST. ms. .

1. CUST ADVISED WTR THAT SHE S/W MEDIATOR THIS MORNING

2. WRT ASKED CUST WHAT WAS SHE SEEKING FROM KMA
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3. CUST WQULD LIKE TO HAVE THE CAR BOUGHT BACK AND ALSO REIMBURSE OF THE FIVE CAR
PAYMENTS ALREADY MADE ON VEH

4. WTR ADVISED CUST THAT KMA WAS WILLING TO REPLACE CURRENT VEH

5. CUST HAS LOST FAITH IN KIA VEH'S

6. WTR ADVISED CUST THAT ANY PAYMENTS MADE WOULD APPLY TO REPLACEMENT VEH

7. CUST STATED IF KMA COULD NOT HONOR HER REQUEST WHICH IS NOT UNREASONARLE SHE WOULD
PROCEED TO ARBITRATION

8 CUST BELIEVES VEH IS UNSAFE TO BRIVE AND WOULD LIKE A LETTER STATING THE VEH iS SAFE TO
DRIVE

9. WITR ASSURED CUST THAT A VEH WOULD NOT BE RELEASED IF IT WAS THOUGHT TO BE A SAFETY
CONCERN

WTR TO FU W/DLR RICART KIA 1 1/14/07 TO ENSURE THAT CUST DID PICK UP VEH

*** PHONE LOG 11/14/2007 09:20 AM Pacific Daylight Time AnitaMay Action Type:Incoming call
WTR §/W SM ANGIE LUTZ @ RICART KIA ON 11/13/07 @ 5:35P.M.:

l. SM STATED CUST IS UP IN SALES AT THIS TIME LOOKING AT ALTERNATE VEH'S

2. WTR ADVISE SM TO FAX OVER INVOICE ONCE VEH SELECTION IS CONFIRMED

WTR TO FU W/DLR 11/14/07 FOR STATUS UPDATE

*** PHONE LOG 11/14/2007 09:23 AM Pacific Daylight Time AnitaMay Action Type:Outgoing cal

WTR S/W SM ANGIE LUTZ @ RICART KIA:

SM ADVISED WTR THAT CUST STRAYED AWAY FROM SORENTO AND WAS LOOKING AT OPTIMA'S
SM STATED THEY ALLOWED CUST TO TAKE VEH HOME AS A DEMO OVERNIGHT

SM HAS AN INVOICE TO FAX FOR WTR THIS DATE

SM ADVISED WTR OF MSRP OF OPTIMA TO BE $23.340

B 10

WIR TO U W'SM ANGIE IF NO DOC'S RCVD BY NOON

*** PHONE LOG 1 1/14/2007 10:13 AM Pacific Daylight Time AnitaMay Action Type:Incoining call
WTR $/w cusT. ms. -

1. CUST ADVISED WTR OF DAY TIME PHONE NUMBER 614/324-2859

2. WTR INQUIRED fF CUST WAS GOING PROCEED FORWARD WITH THE BBB OR SELECT A NEW VEH

3. CUSTSTATED SHE WAS UNABLE TO FIND A COMPARABLE SORENTO BUT DID FIND AN OPTIMA

4. CUST STATED THE VEH WAS $1,000 .LESS THAN HER CURRENT VEH AND THERE WAS A $1.500 REBATE ON
ITAS WELL

5. WTR ADVISED CUST THAT IN ORDER FOR US TO PROCEED FURTHER THAT THE CASE W/THE BBB MUST BE
CLOSED

6. CUSTIS NOT WILLING TO CLOSE CASE UNTIL SHE HAS CONFIRMED WHAT THE NUMBERS WOULD BE

7. WTR ADVISED CUST THAT THE DLR HASN'T SENT OVER THE INVOICE AND THE NUMBERS HAVEN'T BEEN
DETERMINED YET

S. CUST ASKEDIF SHE COULD CALL ME RIGHT BACK

WTR TO FU W/TODD EIKENBERRY @ THE BBB THIS DATE TO ADVISE OF CASE SITUATION

¥ PHONE LOG 11/1472007 10:15 AM Pacific Daylight Time AnnaMay Action Type:Outgoing calt
WTR LM FOR TODD EIKENBERRY @ THE BBB:
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1. WTR ADVISED TODD OF CUSTOMER SITUTATION AND REQ'D ASSISTANCE CLOSING MRF

2. REQDCB

3. PROVIDEDCB #

WTR TO FU W/TODD LATER TODAY ASHEIS IN A MEETING TODAY FROM 10:00 AM. - 2:00 P.M.

*** PHONE LOG 11/14/2007 10:40 AM Pacific Daylight Time AnitaMay Action Type:incoming call

WTR CONFERENCED CALL W/CUST AND RCAM:

I. CUST ADVISED WTR THAT SHE LM FOR BBB REP

2. CUST ALSO INQUIRED ABOUT REBATES AND THE DIFFERENCE IN THE $1,000 STICKER PRICE

3. WTR ADVISED CUST THAT SINCE KMA 1S BUYING THE VEH FOR YOU, THE REBATE APPLIES TO UsS

4. RCAM UPGRADED OFFER TO § PAYMENTS EQUAL TO $2.239.84 INSTEAD OF 4 THAT WAS ORIGINALLY
OFFERED, OR GO INTO A DIFFERENT CAR

5. CUST DECIDED TO CONTINUE ON WITH THE BBB

WTR TO FU W/TODD EIKENBERRY AT THE BBB TMIS DATE

*** PHONE LOG 11/15/2007 09:48 AM Central Daylight Time MWilliams Action Type:Incoming call

SPOKE TO TODD

@ BBB:

. DISCUSSED CASE AND 2 OFFERS (S0C OR 5 CARS PYMTS) MADE TO CUST
2. TODD WILL CONTCAT CUST AND DISCUSS AND GET BACK TO W1R ]

WTR TO F/U W/TODD ON 11/16 FOR UPDATE

*** PHONE LOG 11/21/2007 04:16 PM Central Daylight Time MWilliams Action Type:Incoming call

PER CUST:

L WOULD LIKE TO TAKFE SOC OFFER BUT STILL FHIAS T0 TAKE TO HER HUSBAND SO SHE DID NOT WANT TO
CLOSE BBB CASE

2. CUST WILL CONTACT BBB ON 11/26 AND LVM FOR WTR ADVISING IF CASE HAS BEEN CLOSED (WTR OUT OF
OFFICE UNTIL 11/28)

*** NOTES 11/21/2007 04-41 PM Central Daylight Time MWilliams Action Type:E-mail sem
LEMAILED TODD (; BBB ADVISING AND REQUESTED THAT HE CONTACT WTR W/UPDATE B4 | 1/28

WTR TO F/U W/TODD ON 11/28 IF NO RESPONSE HAS BEEN RECEIVED BY THAT DATE

*** PHONE LOG 11/26/2007 | 1:58 AM Pacific Daylight Time AnitaMay Action Type:lncoming call
WTR RCV'D MSG FROM CUST. M. I 11/23/07 @ 8:58 AM.;

1. CUST ADVISED WTR TO ENSURL THAT MVW LISTENS TO MSG

2. PROVIDED (B #

WTR FORWARDED VM MSG TO RCAM THIS DATE FOR REVIEW






