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GOODWILL CHECKLIST

Dates

Compliance date (e.g., state arbitration, mandated BBB, state filing fee) if applicable

To meet compliance date, region must have check(s) by

Date region completed package

Date NCA reviewed package

A minimum of 10 business days is required for a priority package to be processed

Check and include all documents that apply in order listed below

_
v’| Checklist

Signature Page — Kia Request for Goodwill Assistance (AS400)

_Repurchase Analysis Form (RAF) (if applicable)

Score Card

ANY GOODWILL OVER $500.00 REQUIRES A SIGNED OFFER LETTER OR RELEASE

ANY GOODWILL OVER $1,200.00 REQUIRES A SIGNED RELEASE

(AG) Attorney General/State Case Settlement or (BB) BBB Case Settlement Prior to Arbitration

O AG/ State or BBB documentation
Q RO Recap & Repair Orders
Q Techline or FTR Reports (if applicable)

(LS) Legal Settlement: Settled prior to a lawsuit or (LL) Legal Settlement: Settled after lawsuit has been filed
Q Attorney Demand Letter & Settlement Letter (e-mail acceptance of offer is OK) or Legal Notice of Case

Settlement (from KMA Legal Dept)
Q RO Recap & Repair Orders
0O Techline or FTR Reports (if applicable)

(MR) Multiple Repairs — 2 or more repairs for the
same or different repairs

a RO Recap

Q Repair Orders

Q Techline or FTR Reports (if applicable)

(CS) Customer Satisfaction

ONLY WHEN NO OTHER CATEGORY IS APPLICABLE
Other: Documents to support customer satisfaction
decision

(DS) Days Out of Service — Any single RO that is open
15 days or more
Q RO Recap & Repair Orders
Q |If days down on a single RO is 15 days or
more, provide DPSM explanation or an RAF
Q If days down were due to backordered part(s),
provide parts order form from the dealer
~.0 Techline or FTR Reports (if applicable)

(PL) Product Liability or (SS) Subrogation

0 Demand Letter from Attorney or Insurance
Company

Q Legal Notice of Case Settlement (from KMA
Legal Dept) or Settlement Letter (if settled by
Region)

Q RO Recap

O Repair Orders

RT Repair/Towing or (RV) Rental Reimbursement
N Repair, Towing, or Rental Receipt
O Repair Order (if applicable)

(SF) State Filing Fee
0O State Documentation

(CR) Campaign/Recall Repair Reimbursement
0 Repair Receipt
O Repair Order from Kia Dealer (showing recall
completed)

"GA COPIES OF ALL CLARIFY CASES ARE REQUIRED IN PACKAGE

“NOTES:

1. When reimbursing customer for car payments, please provide proof of monthly car payment.
2. For JM&A Maintenance/Extended Service Contracts — Please include rate sheet and copy of

contract.

4/2012
K2982301




Repair

Info Provided
Goodwill
ADL-Goodwill

Voluntary Repurchase/SOC

00O 0.0

BBB Arbitration Repurchase/SOC

ADL- Repurch./SOC

[] eBB-Goodwil
D No Assistance
[ Lawsuit Goodwil

D Lawsuit Repurchase/SOC

D Compliment

RCAM Review & Evaluation:
[] 24124 1 "No

Positive Language. Comments:

Case Mgmt. (i.e., Resolution Model, etc.)

TREAD Coding. Comments:

D Case Documenting (i.e., logical, clear, thorough, etc.)

D Other

Areas of Strength:

Areas of Improvement:

RCAM Signature & Date

K2982301
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OPLLTSOIN

== ., | ® CRTR
CHEVROLET ) i THIONTA Acuii“ @
925 Bartow Rd.sLakeland, FL 33801 2615 Laleland Hills Blvd.elakeland, AL 33805 1025 Bartow Rd.eLakeland, FL 33801
Ph (863) 687-8000 Ph (863) 887-8000 ' Ph (863} 6§7-8000
State of Florida MV# 80684 State of Florida MV# 16217 i Siate of Flonda MV# 91621
Vil @2 i AR AN PN, ; WA o 28l e [ 4

Oul Business is Your Business,

; e MR e A e : o x| ©mait us at service @ regallakeland.com
OFEN TICKET FOR ENTERPRISE REN‘fM: ONLY ffEf\ KIA W SR Y » “! with any comments on how we can better
i serve you.
SUBLET«« .-~ ?%916 ----- VEND INV#-IN\;éEl}Ig-gEggR{PTION --------------------------- y
07 A ARRANTY
167007 07/24/15 TOWING i WARRANTY ALL INSURANCE REPAIRS
TOTAL - SUBILET 0.00 |NOTE" You are 100% responsible for
OB 1 TOTALS. . . cosmmmssvsmsmnsssms s s sisresves ' payments if the insurance company

defauits or delays in payment for this
repail work.

........................................

EA R ; SR s s DY A {00 4D e 11 DS S PARTS GUARANTEE
Added Operation (JEFF @ 07/22/ R . ’ g All pafte are new or remanufactured unless
KIA REQUEST FOR TECHNITION TO INSPECT FOR ANY BURN SIGNS ; othenyise indicated.
AND INSPECT VEHICLE FOR ANYTHING THAT WILL CAUSE A FIRE i * -
TECH FOUND AFTERMARKET USBPHONE CHARGER SHORTER AND MELTED ; tWied A/Rebuit RC/Reconditionad
CHARGING ON FIRE. TESTED BOTH AUXILARY HORTS FOR PQWER k NC/N® Chg/Warranty RD Reduced/Warmanty

AND GROUND OK. ALSO TESTED FOR SHORT NO [PROBLEM FOUND BOTH I
USB PORT OPERATING AS DESIGNED. I

Joa# 2 TOTALS """"""""""""""""""""""""""""""""" f SERV'CE & PARTS DEPT HOURS
JOB# 2 JOURNAL PREFIX KICS JOB# 2 TOTI;\L 0.00 MON. - FRI.
B e e R eI 2 T Y S o Ve I — ’ 7:00 AR TQ 7:00 PM
OPEN TICKET FOR ENTERPRISE PER KIA | SAT.
TOTALS - v svecn o O S T T er e or ey eyl I e — 7:30 AM TO 5:00 PM
The manufacturer warranty is 12 months or 12,000 nilds which TOTAL LABOR.. ;. 0.00 BODY SHOP DEPT. HOURS
ever oggg{r}srﬁrgg.dAfter?grkeét 8:‘]u§ed parts are TOTAL PARTS..;. 0.00 MON. - FRI.
warranti or ays. (Parts Only TOTAL SUBLET.:. 0.00 : :
[ have the option of test driving my vehicle before signing TOTAL G.0.G, . §. 0.00 SEESEASIESES SOIE
I’n‘%g]?n:g;/ggcgi lains the cha for th k that Kk {812{ ﬁlgg B?E’C 0'(0)(0)
¢ plains tl rges for the wor at has been J I § 0. .
Rer‘fomed. Itf]_you hﬂe anysqueistiogs or congerns plpase TOTAL TAX. ... .. 0.00 Regal Kia
ave our cashier call our Service Manager. H e
. TOTALINVOICE$  0.00 1023 Bartow Road
Shop Supplies: “Char?es represent cost and prefit f Lakeland, FL 33801
to the motor vehicle repair facility for miscellanepus y
shop supplies or waste oi1 disposial.” f
Thark you for allowing us to serve you, ' AGTIVE DELIVERY SIGN OFF

! My PBemice Adwvisor has explained all
I repairs that were Completed on my vehicle
’ ! incluting my charges.

CUSTUMER STGNATURE

Date |

ADVISOR SIGNATURE

T hp Repwolds and Rernzids Compony ERANTINGE CCE28374 © (10M14)

PAGE 1 OF1 ACCQUNTING COPY [ END OF INVOI;;SE ] 0245pm




JUL~24-2015 02:28PM  FROM-ENTERPRISE 4205 863 683 2037 T-834 P 0017001 F-630
ENTERPRISE LEASING COMPANY, 619 . MEMORIAL BLVD., LAKELAND, Fl. 338011845 (§3) 682-0153
RENTAL AGREEMENT REF#

SUMMARY OF CHARGES
Charge beseription __ bate ;| Quantity Per Rate _ Total
TIME & QISTANCE 07/20 - 0724 4 DAY 30.41  $121.64
DW 07/20 - 07/24 & DAY 816,00  $67.96
PAT 07/20 - 07/24 4 cAY $3.40 $13.60
RAP 07/20 ~ 0724 4 DAY $3.99 $15.98
SLP 07/20 - 07{24 4 DAY 51795 $71.80
REPUELING CHARGE 07/20 - 071/24 $0.00
| . Subtotal: $290.96
Taxes &|Surcharges |
TIAE ANGQ BATTERY FEE 07/20 - O%f2a 4 DAY $0.02 50.08
VEHICLE [LICSNSE FEE 07/20 - D724 4 DAY 30,57 $2.28
! Total Charges: $293.32
Bili-To /| Deposits |
REGAL-QHEVY aa** |
TIME & DISTANCE 0?2/20 v Q724 4 DAY
DW 07/20 » Q724 4 DAY
PAI 07/20- D724 4 DAY
RAP 07/20 - 07/2¢ 4 DAY
SLP 07/20 - 07026 4 DAY
REFUELING CHARGE 07/20 - 0724
TIRE ANL} BATTERY FEE 07720 - 07424 4 DAY
VEHICLE LICENSE FEE Q7/20 - 07124 4 DAY
Subtetal; ($293.22)
Total Anfount Bue $0.00
PAYMEN[ INFORMATION
AMOQUNI| PAID TYPE CREDIT CARD NUMBER
htp://ecars] corp.erac.com/rental/clpse TicketPrint, Jjsp?doNotPrintRatesIndicator=false 7/2412015

2.2:96ed PEBT -6PSHI9bELET 0L Wo44 TERRH8IBOL-LS-T1NC
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Consumer Assistance Center Case Report

Printed By: JMojica Case Number - K2982301 09/08/2015 12:45:18 PM

Case Details

Case Type Level2: Quality
Case Type Level3: Product Liability
Case Type Level4: Fire/Explosion

Contact Details

Dealer Details
Code: FL113

Name: Regal Kia

Case History

*** PHONE LOG 07/08/2015 04:34:10 AM (Local Time) HBrandt Action Type:
SM from FL113 called and states:

1. Cust called this morning and stated that veh caught on fire

2. | don't know what we should do

Writer states:
1. Apologized
2. Advised dealer to have cust ca!ll KCAC to provide more info

SM states:
1. 1 tried but she said it is a brand new car and this should not happening so Kia should call her

Wiriter states:
1. Will follow up with cust to get accident script and dispatch case to NCA

SM states:
1. Will have veh towed to shop and get a loaner veh for cust
2. Thank you

*** NOTES 07/08/2015 01:04.:55 PM (Local Time) HBrandt Action Type: Internal
*** Contact cust for accident script info *****

*** CASE DISPATCHED 07/08/2015 01:05:04 PM (Local Time) HBrandt
from WIP Dispatch to Queue Callcenter.

*** CASE ACCEPTED 07/09/2015 06:20:18 AM (Local Time) TThacker
from Queue Calicenter to WIP Full Case.

** PHONE LOG 07/10/2015 01:05:20 PM (Local Time) BLewis Action Type: Outgoing call
Writer Called customer and LVM:

1. Calling to follow up

2. Dealer contacted us in regards to vehicle fire

P i6
age fo K2982301




Case History
3. Any questions or concerns please call back
4. Left writer info and case ld

*** NOTES 07/10/2015 01:16:50 PM (Local Time) BLewis Action Type: Dealer contact
Writer called FL113and States:

1. Calling to follow up

2. We need customer to contact us

3. Gave case #

Jeff states:
1. We are have not touched the vehicle
2. We are waiting to be contacted and told what to do

Writer thanked call ended

***NOTES 07/10/2015 01:20:39 PM (Local Time) BLewis Action Type: Manager review
Sent email to DPSM Aaron Shoemo advised of case going to NCA

*** NOTES 07/10/2015 01:22:57 PM (Local Time) BLewis Action Type: Manager review
Forwarding case to NCA customer alleges vehicle caught fire dealer called in and has vehicle they are advising customer to contact for scripting please
review and follow up accordingly

*** CASE DISPATCHED 07/10/2015 01:23:05 PM (Local Time) BLewis
from WIP 5. Friday to Queue National CA.

*** CASE ACCEPTED 07/13/2015 06:39:10 AM (Local Time
from Queue National CA to WIP Inbox/Need To Call.

*** PHONE LOG 07/14/2015 09:16:19 AM (Local Time) JMojica Action Type: Outgoing call

Witr spoke to SM Jeff:

1. Wtr requested pictures.

2. SM stated nothing appears burn, but theres an after market charger sitting on the dash that smells burnt.
3. Wir requested pictures of that as well.
4. Wtr provided email address and c/b #.

*** PHONE LOG 07/16/2015 08:18:18 AM (Local Tim
SM Jeff left VM:
1. Please c¢/b at 863-904-1170 ext 1067 or on my cell 863-529-5708

Type: Incoming call

*** PHONE LOG 07/17/2015 12:26:31 PM (Local Tim
Witr left VM for SM requesting c/b.

ype: Outgoing call

*** PHONE LOG 07/17/2015 12:36:00 PM (Local Tim
Witr spoke to SM Jeff:

1. SM stated pictures were sent over when we last spoke.

2. Witr did not receive pictures, will send email to SM and SM can reply with pictures.

e: Outgoing call

***PHONE LOG 07/17/2015 12:36:10 PM (Local Tim
From: Mojica, Jeannie [KMA]

Sent: Friday, July 17, 2015 1:35 PM

To: jeffsoloj@gmail.com'

Subject: Forman-K2982301-KNDJN2A28E7716435

ype: Ltr/email/fax sent

Jeff,

Per our conversation, please send me pictures of the vehicle in subject.

*** PHONE LOG 07/17/2015 12:37:11 PM (Local Time) JMojica Action Type: Outgoing call
Witr spoke to Ronald Forman at (954) 695-0589:

1. Mr. Forman stated wir needs to speak to Janice Forman (mother).

2. Mr. Forman stated " | jus signed with her but its her car".

*** PHONE LOG 07/17/2015 01:46:38 PM (Local Time) JMojica Action Type: Outgoing call
Wir:

1. Calling in reference to vehicle.

2. | am in communicate with the dIr, but wanted to follow up with you.

3. The SM is in the process of sending over pictures.

Customer:

1. Pictures are not going to do anything.

2. You won't be able to see anything.

3. 1 will not get back into this car until the electric system is throroughly inspected.
4. How about you ask me about what happened instead?
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5. Don't you think that would be helpful?!

Wir:
1. Apologized.
2. That's were | was headed.

Customer:

1. | was driving, | didn't have anything plugged in at the time.

2. | had been driving a lot that day, from like 9am to 5pm on and off.

3. Anyway, all of a sudden | saw fire coming from the center part of the car where the 3 portals are.
4. | saw flames coming through the 3 portals.

5. | pulled over, and luckily there was a policeman behind me,

6

7

8

9

. He saw it too.
. He told me not to drive the car
. | turned off the car, and had it towed because there was no way | would be driving that thing after | saw the flames.
. The flames were about the size of a medium sized pumpkin.
10. It was so strange, there was nothing plugged in.
11. Anyway, | don't see how pictures will do anything.
12. lts like if | go to the dr's and they take pictures of me when | am complaining about my heart.
13. From the outside, | look like a healthy person.
14. So, how will pictures help with that.?
15. Do you have a supervisor that | can speak to?
16. Do | need to get my atty involved?
17. 1 am not comfortable with where this is going..

Wir:

1. I do have a supervisor that you can speak to.

2. However, | would appreciate the opportunity to work directly with you instead of through a supervisor and an atty
| 3. Like | was stating, | am going to review your case with my engineers.

4. Pictures are just standard procedure, as most of the time, they can provide my engineers with more details.

Customer:
1. Ok, can you email me your info?

1. Ok, | wil email you.

Customer:
1. Ok, and do have your supervisor call me back.

Witr:

1. That won't be a problem.
2. He can call you back Monday as he is not currently available.
3. I will send you and email now.

4. Thanked and disconnected.
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