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Last name First name VIN of  Case Number Mileage

,         ,                               Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNAFU6A29B5
2011 FORTE KOUP

26,640
05/13/2011Fort Worth TX 76116 TX071 Moritz KIA

Complaint
Quality

Product Liability
Fire/Explosion

SM stated:
1.  I will try to get the RO's e-mailed to you today.

Wtr stated:
1.  Thanks for your help.

**** PHONE LOG 04/26/2012 04:36:36 PM MHillegas
Wtr reviewed case with MWirz and was advised:
1.  Wtr to request receipts for oil filters and oil purchased from Walmart by customer's grandfather.

**** PHONE LOG 04/26/2012 04:43:43 PM MHillegas
Wtr called customer's grandfather,  and left a detailed VM stating:
1.  Name, company and case number.
2.  Wtr requested copies of receipts for oil and oil filters purchased from Walmart.
3.  Wtr requested a call back at (877) 220-3189 x7848.

**** PHONE LOG 04/26/2012 04:46:06 PM MHillegas
NCA received a copy of RO #
1.  Wtr to scan document into case.

**** PHONE LOG 04/30/2012 10:50:36 AM MHillegas
Wtr spoke with customer's grandfather,  who stated:
1.  I received your voicemail requesting receipts for the purchase of oil and oil filters.
2  I've got about 5 or 6 receipts, the rest are with the CPA in storage.
3.  I will put them in the mail tomorrow.

Wtr stated:
1.  Wtr gave NCA's address to customer.
2.  Thank you, wtr will look out for the requested paperwork in the mail this week.

**** NOTES 05/03/2012 02:26:09 PM clarify Action Type:Manager review
*** Performed by contact:   
Hi, 
I have been in contact with moritz kia for over a week now trying to obtain a rental until this issue is settled. I'm a  
year old nursing student who commutes 120 miles a day to school. I chose your product because of the gas milage 
and customer service i had recieved in the past. I am a faithful customer and you expected more of kia than this. I 
have been let down extremely. Based on the customer service i have received thus far I will not be recommending 
or purchasing another kia after graduation. I work very hard to purchase a quality new vehicle with warranties and 
full coverage insurance so that in case something like this happens i will not be in this situation.

**** NOTES 05/09/2012 11:03:36 AM KWarren Action Type:Correspondence rec.
NCA rec'd Walmart receipts from customer

Attaching to case and re-assigning to MHillegas for further handling.

**** PHONE LOG 05/10/2012 09:40:40 AM MHillegas
MWirz received an e-mail from DPSM Richard Wood on Wed., May 9, 2012 stating:
1.  The customer showed up at the dealer today demanding a car to drive.
2.  They also accused us of not communicating, causing them not to finish nursing school and losing her job.
3.  Please provide me with an update on this case.
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**** PHONE LOG 05/10/2012 09:43:31 AM MHillegas
Wtr spoke with DPSM Richard Wood and stated:
1.  We received your e-mail regarding customer,   and her 2011 Forte that caught fire.
2.  Wtr has left customer,   numerous voicemails and has yet to receive a return call from customer.
3.  Wtr has been communicating with customer's grandfather regarding this matter due to the lack of response from 
customer.
4.  We requested maintenance records from customer's grandfather.
5.  Customer's grandfather advised us that all of the oil changes were done by his company's technicians, 
therefore, did not have any oil change receipts.
6.  We requested receipts for the purchase of oil and oil filters and just received them late yesterday afternoon.
7.  Wtr will be reviewing all of the documentation pertaining to this case with wtr's manager and KMA Legal Dept. 
today for determination on Kia's position in this matter.
8.  Wtr will contact you once our review has been completed with our determination.

DPSM stated:
1.  According to SM Joby at Moritz Kia, the customer and her mom came down to the dealership yesterday 
demanding a rental car.
2.  Dealer provided them with a loaner car at dealer's expense.
3.  Customer is accusing Kia of not communicating, somebody lost their job and had to quit nursing school.

Wtr stated:
1.  Wtr to contact SM Joby to confirm customer's statements.
2.  Wtr to attempt to contact the customer again.

**** PHONE LOG 05/10/2012 10:46:17 AM MHillegas
Wtr spoke with SA in the service dept. at Moritz Kia who stated:
1.  SM Joby is in a meeting.
2.  Customer and her mom came down yesterday crying and demanding a rental car so we gave her one of our 
loaners to drive.
3.  Customer stated that we weren't communicating with her, she had to quit nursing school, lost her job and now 
she is being kicked out of her apartment because she has no job.

Wtr stated:
1.  Wtr advised SA that wtr has made several attempts to contact the customer but to no avail.
2.  Customer has yet to return any of wtr's phone calls.
3.  However, wtr has been communicating directly with the customer's grandfather regarding customer's case.
4.  We have been awaiting receipt of maintenance receipts requested from the customer's grandfather.
5.  Wtr just received the maintenance receipts late yesterday afternoon.
6.  Wtr will be reviewing this case with wtr's manager and KMA Legal Department for determination.
7.  Wtr will contact SM Joby once a determination has been made.

SA stated:
1.  I will pass along this information to SM.

**** PHONE LOG 05/10/2012 10:55:09 AM MHillegas
Wtr called customer,   at 
1.  Voicemail box was full; wtr unable to leave a voicemail.

**** PHONE LOG 05/10/2012 10:57:02 AM MHillegas
Wtr spoke with customer's grandfather,  and stated:
1.  Wtr is trying to reach your granddaughter, however, the voicemail box on her phone is full and wtr was not able 
to leave a VM.
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2.  Wtr was advised by the dealer and DPSM that  went to the dealership yesterday and was given a rental 
car.

Customer's grandfather stated:
1.   has been ill and doesn't feel good.
2.  She's been cough ling a lot and cannot talk very well so I need to try and get her to the doctor's.
3.  She's got some sort of an infection in her trachea.
4.  I can try to have her give you a call today after 3 pm Central Time.
5.  My granddaughter has been sick for three months now.
6.  She had to drop out of school because of the pneumonia.
7.   and her mother  went down to the dealership yesterday to clean out the car and request a rental 
car.
8.   came home really depressed about it.
9.  She lost her Smart phone in the fire.
10. We've got full insurance coverage and gap insurance on the vehicle.
11. Alfa Insurance Co. looked at the vehicle and deemed it a total loss.
12. Insurance company stated that the fire was due to a manufacture's defect.
13. Insurance company said they will would pay us for the loss of the vehicle and then subrogate to Kia.
14. I don't know how much and I don't know what is owed on it.
15. I've been working with Brian at Bradley Insurance Agency (817) 332-8288.
16.  We've been waiting to see what Kia is going to do instead of proceeding with the insurance claim because the 
dealer said that a rod went threw the engine block and caused oil to leak everywhere and started the fire.

Wtr stated:
1.  Wtr advised customer's grandfather that this matter will need to be settled with either the insurance company or 
Kia, one or the other.
2.  Wtr advised customer that fires are typically covered under the insurance policy not the manufacturer's warranty
3.  Wtr will be in contact with you once our review has been completed and a determination has been made on your 
claim.

Customer's grandfather stated:
1.  Okay thanks.

**** PHONE LOG 05/10/2012 11:19:15 AM MHillegas
Wtr reviewed receipts and RO's with MWirz:
1.  Vehicle in service date was on 7/5/11.
2.  Per dealership repair order on 2/16/12 vehicle had 20,730 miles.
3.  Customer drives approx. 669 miles per week.
4.  According to receipts provided by customer's grandfather, oil changes were done as follows:
1)  12/18/11 (22 weeks) 14,718 miles.
2)  2/10/12 (8 weeks) 5,352 miles = 20,070 miles.
     2/16/12 (1 week) oil leak @ 20,730 miles.
3)  3/31/12 (7 weeks) 4,683 miles = 25,413 miles.
4.  Incident occurred on 4/13/12 @ approx. 26,751 miles (actual miles = 26640 which is 111 difference).
5.  Oil used was Super Tech, a Walmart brand synthetic oil.
6.  Oil filters used were Fram 9688.
7.  Use of non-Kia oil filters and synthetic oil as well as the first oil change done at approx. 14,718 miles may have 
contributed to the engine throwing a rod in the block resulting in oil leaking and the fire.
8.  This is most likely an insurance company concern.

**** PHONE LOG 05/10/2012 03:47:09 PM MHillegas
NCA REVIEWED CASE WITH KMA LEGAL DEPT. AND WAS ADVISED:
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1.  Thanks for calling back.
2.  Wtr was calling to confirm that customer,   dropped off the rental car.
3.  Customer's grandfather sent in additional oil and oil filter receipts and is requesting that we reconsider our 
decision.
4.  Case is currently being reviewed by management and KMA Legal Dept.

SM stated:
1.  We had to go get the rental car at the customer's house because she was sick.
2.  We picked it up the day after we were advised of Kia's decision on 5-12-12.

**** PHONE LOG 05/25/2012 02:56:08 PM MHillegas
NCA REVIEWED CASE WITH KMA LEGAL DEPT. AND WAS ADVISED:
1.  REVIEWED WALMART RECEIPTS.
2.  NO VIN, NO MILEAGE ON RECEIPTS.
3.  SEVERAL RECEIPTS ARE DATED PRIOR TO PURCHASE DATE.
4.  SOME RECEIPTS DATED  ONLY A FEW WEEKS APART.
5.  RECOMMEND DENIAL DUE TO INADEQUATE MAINTENANCE RECORDS.

**** PHONE LOG 05/25/2012 03:17:41 PM MHillegas
Wtr spoke with customer's grandfather,  and stated:
1.  Name, company and case number.
2.  We received the additional receipts that you sent to us for review.
3.  Your case was reviewed again by wtr's manager and our head technical manager in our Legal Dept. with all of 
the documentation provided to us.
4.  Wtr advised customer that management is not accepting the Walmart receipts as adequate proof of 
maintenance records for the vehicle.
5.  Several receipts are dated prior to the purchase date of the vehicle and are in close proximity to each other.
6.  In addition the receipts do not reflect VIN or mileage.
7.  Receipts do not prove that the oil and oil filters purchased from Walmart were used on customer's vehicle.
8.  At this point, we are referring you back to the insurance company to proceed with filing a claim with them.

Customer stated:
1.  I was purchasing oil and oil filters for  other Kia prior to her purchasing the Forte.
2.  It doesn't make any sense why you are not accepting these receipts.
3.  I used synthetic oil for all of the oil changes on the vehicle which is a better grade of oil than the regular oil.
4.  When regular oil was put in by the dealer I think it caused a problem.
5.  You're going to have a hard time defending the insurance subrogation claim because I'm going to give them 
whatever documentation they need to prove their case.
6.  Have a good evening.
7.  Customer hung up.

**** PHONE LOG 05/29/2012 12:43:21 PM MHillegas
Wtr called SM Joby Spradley at TX071 and left a detailed VM stating:
1.  Wtr is calling to give you an update on the case for   2011 Forte that had a thermal event.
2.  We've received and reviewed additional documentation for oil and oil filter purchases from the customer's 
grandfather.
3.  Our decision has not changed; the denial stands.
4.  Wtr referred customer's grandfather back to the insurance company to proceed with filing a claim for the loss of 
the vehicle.
5.  Customer and/or customer's grandfather should be making arrangements to have the vehicle picked up by the 
insurance company.
6.  You may want to follow up with the customer and/or customer's grandfather regarding this matter.
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3. Requested customer be placed on hold

Writer took customer off of hold and states:
1. Thanked customer for patience and holding
2. Advised writer does see where MHillegas has sent info to insurance company
3. Advised will re-dispatch to NCA
4. Request 2 working days for reply

Customer states:
1. Please do.
2. The insurance company is looking at buying the vehicle out, but will not do so unless we have a rejection letter 
from warranty
3. The insurance company needs to know why the vehicle burned and why it is being rejected for warranty 
4. Please have them call me at the following number: 

**** NOTES 10/22/2012 09:34:49 AM LLClark Action Type:Manager review
Dispatching to National CA
1. Customer's vehicle burned
2. Insurance company is waiting on rejection letter from warranty, stating finding of investigation, why the vehicle 
burned, why it is being denied warranty claim

**** PHONE LOG 10/24/2012 02:13:04 PM MHillegas
NCA TO RE-REVIEW CASE.

**** PHONE LOG 10/25/2012 01:43:21 PM MHillegas
Wtr called Gary Swafford, Alpha Insurance (615) 312-2344 and left a detailed VM requesting a call back.

**** PHONE LOG 10/30/2012 02:30:43 PM MHillegas
Wtr called Gary Swafford, Alpha Insurance (615) 312-2344 and left a detailed VM requesting a call back.

**** PHONE LOG 11/19/2012 03:07:41 PM MHillegas
Wtr called Gary Swafford, Alpha Insurance (615) 312-2344 and left a detailed VM requesting a call back.

**** CASE CLOSE 11/19/2012 03:08:28 PM
1.  Pending further contact from insurance company and/or customer.
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Case History

*** PHONE LOG 01/23/2015 01:42 PM Pacific Daylight Time SGuindi
NCA rec'd letter from Allstate. Letter states:
1. The above noted subrogation claim has been identified as a product liability loss.
2. We paid our insured for their loss and are looking to you for reimbursement.
3. On the date of loss, our insured's son was driving the vehicle when it caught on fire.
4. Our expert did the C&O report where he found a large hole on the side of the engine block which leaked out oil 
that ignited.
5. The hole was due to a catastrophic engine failure.
6. The vehicle is available for further inspection by KMA and Legend Kia which did the repair work.

Attaching to case and dispatching to NCA. 

 
*** PHONE LOG 01/26/2015 04:02 PM Pacific Daylight Time MHillegas Action Type:Outgoing call
Wtr left a detailed VM for David Laughlin at Allstate stating:
1.  Name, company, insured, claim no., date of loss.
2.  We are in receipt subrogation package and C&O report.
3.  Wtr is in the process of reviewing C&O report and other supporting documentation with engineering.
4.  Engineers are out of town this week.
5.  Wtr will review with engineers upon their return to the office next week and will contact you back with Kia's 
determination on this claim.

 
*** NOTES 02/10/2015 03:35 PM Pacific Daylight Time MHillegas Action Type:Internal
NCA reviewed case with KMA engineer:
1.  Wtr to request maintenance records from insurance co.

 
*** PHONE LOG 02/10/2015 03:42 PM Pacific Daylight Time MHillegas Action Type:Outgoing call
Wtr left detailed VM for David Laughlin, Allstate Rep requesting maintenance records.

 
*** PHONE LOG 02/12/2015 10:33 AM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email with maintenance records attached from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Thursday, February 12, 2015 7:15 AM
To: Hillegas, Michele [KMA]
Subject: Allstate claim  for  

Michele,

Attached are the maintenance invoices that our insured forwarded to me. Several from Legend Kia did not include 
the section showing what was done, but hopefully you can access that through the Kia records for the vehicle.
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com
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*** PHONE LOG 02/12/2015 10:36 AM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax sent
Wtr sent email to David Laughlin at Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Thursday, February 12, 2015 10:36 AM
To: 'Laughlin, David'
Subject: RE: Allstate claim  for  

Thanks David, I will submit documentation for further review by engineering and will be back in contact with you to 
discuss Kia’s position and next steps.

Regards,
Michele Hillegas
National Consumer Affairs Analyst
Kia Motors America, Inc.
111 Peters Canyon Road
Irvine, CA 92606
949.468.4618 Direct
877.220.3189 x7848 Toll Free
949.468.4509 - Fax

 
*** NOTES 03/09/2015 02:48 PM Pacific Daylight Time MHillegas Action Type:Internal
NCA reviewed case with KMA engineer:
1.  12/31/13 @24,408 miles short block replaced.
2.  6/14/14 @ 30,173 miles oil change.
3.  Fire DOL 10/24/14 @ approx. 34,000 miles.
4.  Vehicle should be under warranty for short block - 12 mo/12k miles.

 
*** NOTES 03/13/2015 09:12 AM Pacific Daylight Time MHillegas Action Type:Internal
Wtr reviewed case with CAFOM:
1.  KMA to take responsibility for fire.
2.  KBB value range between $9,000 - $11,000.
3.  Insurance valuation is $14,158.25.
4.  Wtr to obtain salvage amount from insurance co.
5.  Wtr to negotiate settlement with insurance co.

 
*** PHONE LOG 03/13/2015 09:13 AM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Thursday, March 12, 2015 1:26 PM
To: Hillegas, Michele [KMA]
Subject: RE: Allstate claim  for  

Hi Michele,

Have you heard anything back from your engineers yet regarding this claim?
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
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Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com

 
*** NOTES 03/27/2015 03:24 PM Pacific Daylight Time MHillegas Action Type:Internal
Tread review completed.

 
*** PHONE LOG 04/30/2015 02:35 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Friday, April 10, 2015 10:34 AM
To: Hillegas, Michele [KMA]
Subject: FW: Allstate claim  for  
Importance: High

Hi Michele,

Have you heard anything yet from the engineers regarding inspecting the vehicle with our expert and possibly the 
dealership?
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com

 
*** PHONE LOG 04/30/2015 02:37 PM Pacific Daylight Time MHillegas Action Type:Outgoing call
Wtr left detailed VM for David Laughlin at Allstate requesting a call back.

 
*** PHONE LOG 05/01/2015 10:22 AM Pacific Daylight Time MHillegas Action Type:Incoming call
Wtr spoke with David Laughlin, Allstate Claims Rep who stated:
1.  Returning your call in regard to   claim.

Wtr stated:
1.  Wtr reviewed case and subrogation package with a KMA corporate engineer.
2.  Based on our review KMA will be taking responsibility for the fire.
3.  Wtr researched current market value of vehicle using KBB.com.
4.  We came up with a value range between approx. $9,000 - $11,000.
5.  Allstate's valuation is $14,158.25.
6.  Wtr can probably get management approval for $11,239 private party value, good condition.
7.  There still is a considerable difference between your valuation and KMA's value.

Allstate Claims Rep stated:
1.  Total adjusted vehicle value is $13,292 plus sales tax, license, tow charges, rental fees and $500 deductible for 
a total loss amount of $15,239.86.
2.  I'm willing to meet Kia in the middle on the value at $12,200.
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Wtr stated:
1.  What is the salvage amount on the vehicle?

Allstate Rep stated:
1.  We haven't sold vehicle for salvage yet.
2.  Since Kia is offering to settle this claim, then I will take vehicle off hold and proceed with selling it for salvage 
and will forward the salvage paperwork to you.

Wtr stated:
1.  Thank you, wtr to review further with CAFOM to obtain approval to settle on 12,200 value plus all other other 
out-of-pocket expenses less salvage amount.

Wtr stated:
1.  Wtr will try to review with CAFOM on Monday and get back to you with outcome by Tuesday 5-5-15.

Allstate Rep stated:
1.  Thank you.

 
*** NOTES 05/14/2015 01:49 PM Pacific Daylight Time MHillegas Action Type:Internal
Wtr reviewed case with CAFOM:
1.  Okay to settle on the value at $12,200 less salvage amount.
2.  Total settlement to include other out of pocket expenses (i.e. tow charges, rental, deductible).

 
*** PHONE LOG 05/18/2015 01:31 PM Pacific Daylight Time MHillegas Action Type:Incoming call
Wtr received email with salvage document attached from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Friday, May 15, 2015 9:04 AM
To: Hillegas, Michele [KMA]
Subject: Kia case #  Allstate claim  for  

Hi Michele,

The vehicle was salvaged yesterday and we are receiving $630.35 for the salvage. The salvage paperwork is 
attached. This brings our claim amount down to $14,609.51. 

On May 1, 2015 we discussed the difference in the vehicle valuation, and you were going to discuss with your 
manager to see if you could increase yours of $12,200 (your valuation had a high of $11,200 and our valuation is 
$13,292). $12,200 + $762.50 (6.25% tax) + $35.50 DMV + $750 rental + $331.61 tow + $500 deductible - $630.35 
salvage = $13,949.26. 

Were you able to get authority to raise the vehicle valuation to $12,200, and if so can settle at $13,949.26?
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com
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*** PHONE LOG 05/18/2015 01:44 PM Pacific Daylight Time MHillegas Action Type:Outgoing call
Wtr sent email to David Laughlin at Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Monday, May 18, 2015 2:44 PM
To: 'Laughlin, David'
Subject: RE: Kia case #  Allstate claim  for  

Hi David,

I was able to get management approval to raise valuation to $12,200, therefore, we will be able to settle this claim 
for $13,949.26.  I will work on preparing Settlement Agreement and General Release for your review and signature.

Thanks,
Michele Hillegas
National Consumer Affairs Analyst
Kia Motors America, Inc.
111 Peters Canyon Road
Irvine, CA 92606
949.468.4618 Direct
877.220.3189 x7848 Toll Free
949.468.4509 - Fax

 
*** PHONE LOG 05/20/2015 12:40 PM Pacific Daylight Time MHillegas Action Type:Outgoing call
Wtr sent email to David Laughlin at Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Wednesday, May 20, 2015 1:39 PM
To: 'Laughlin, David'
Subject: FW: Kia case #  Allstate claim  for  
Importance: High

Hi David,

Will you be the person signing the Settlement Agreement and General Release on behalf of Allstate?  Please 
advise.

Thanks,
Michele

 
*** PHONE LOG 05/20/2015 01:24 PM Pacific Daylight Time MHillegas Action Type:Incoming call
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Wednesday, May 20, 2015 1:42 PM
To: Hillegas, Michele [KMA]
Subject: RE: Kia case #  Allstate claim  for  

Yes I will, so you can email it to me.
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
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Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com

 
*** PHONE LOG 05/21/2015 08:10 AM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax sent
Wtr sent email with release attached to David Laughlin at Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Thursday, May 21, 2015 9:08 AM
To: 'Laughlin, David'
Subject: RE: Kia case #  Allstate claim  for  

Hi David,

Please find attached the Settlement Agreement and General Release for your review and signature.  Please return 
a signed copy to me so that I can submit for reimbursement to Allstate.

Thanks,
Michele Hillegas
National Consumer Affairs Analyst
Kia Motors America, Inc.
111 Peters Canyon Road
Irvine, CA 92606
949.468.4618 Direct
877.220.3189 x7848 Toll Free
949.468.4509 - Fax

 
*** PHONE LOG 05/26/2015 04:15 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
NCA received original signed release from David Laughlin at Allstate.

 
*** NOTES 05/27/2015 08:53 AM Pacific Daylight Time MHillegas Action Type:Internal
File submitted for GW processing:
1.  NCA to reimburse Allstate Indemnity Company $13,949.26 as full settlement of subrogation claim.

 
*** PHONE LOG 06/22/2015 01:36 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Thursday, June 18, 2015 5:14 AM
To: Hillegas, Michele [KMA]
Subject: RE: Kia case #  Allstate claim  for  

Hi Michele,

Have you heard anything regarding this settlement check being mailed out? The release was mailed out to you on 
May 22. 
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
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Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com

 
*** PHONE LOG 06/22/2015 01:45 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax sent
Wtr sent email to David Laughlin, Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Thursday, June 04, 2015 9:24 AM
To: 'Laughlin, David'
Subject: RE: Kia case #  Allstate claim  for  

Hi David,

It usually takes 4 to 6 weeks to process check requests over $10,000 because they require several signatures from 
management.

Thank you for your patience and cooperation in this matter.

Michele Hillegas
National Consumer Affairs Analyst
Kia Motors America, Inc.
111 Peters Canyon Road
Irvine, CA 92606
949.468.4618 Direct
877.220.3189 x7848 Toll Free
949.468.4509 - Fax

 
*** NOTES 07/01/2015 03:58 PM Pacific Daylight Time MHillegas Action Type:Internal
NCA received GW reimbursement check for $13,949.26.

 
*** PHONE LOG 07/02/2015 01:50 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Thursday, July 02, 2015 7:08 AM
To: Hillegas, Michele [KMA]
Subject: RE: Kia case #  Allstate claim  for  

Hi Michele,

Have you heard anything yet from your finance department regarding the settlement check? 
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com
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*** PHONE LOG 07/02/2015 01:51 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax sent
Wtr sent email to David Laughlin at Allstate stating:
From: Hillegas, Michele [KMA] 
Sent: Thursday, July 02, 2015 2:36 PM
To: 'Laughlin, David'
Subject: RE: Kia case #  Allstate claim  for  

Hi David,

We received the settlement check from Finance.  Where and to whom do you want me to send the check?

Michele Hillegas
National Consumer Affairs Analyst
Kia Motors America, Inc.

 
*** PHONE LOG 07/02/2015 01:53 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Thursday, July 02, 2015 2:36 PM
To: Hillegas, Michele [KMA]
Subject: Automatic reply: Kia case #  Allstate claim  for  

I will be out of the office starting Friday July 3, and will be returning on Monday July 13th. I will respond to emails as 
soon as possible upon my return. If you need immediate assistance please call 1-800-776-2615, press 0, and one 
of my colleagues will be able to assist you.

 
*** PHONE LOG 07/08/2015 04:01 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax rec'd
Wtr received email from David Laughlin at Allstate stating:
From: Laughlin, David [mailto:David.Laughlin@allstate.com] 
Sent: Saturday, July 04, 2015 10:24 AM
To: Hillegas, Michele [KMA]
Subject: RE: Kia case #  Allstate claim  for  

Michele,

Send it to Allstate Payment Processing Center, PO Box 650271, Dallas, TX 75265. If it is going by FedEx and 
needs to go to a street address, send it to Allstate Insurance attn: Cheree Brown, 8711 Freeport Parkway Bldg A-3, 
Irving, TX 75063. Please make sure the Allstate claim # is on the check and letter that goes with it so that they 
know which claim to post it to. Thanks!
David Laughlin, SCLA 
Subrogation Senior Service Representative 
Roanoke National Subrogation Claims Center 
P.O. Box 21169, Roanoke, VA 24018 
Phone 540-725-7132 or 800-776-2615 ext 7257132 
Fax 540-725-6146 
Email David.Laughlin@Allstate.com

 
*** PHONE LOG 07/08/2015 04:05 PM Pacific Daylight Time MHillegas Action Type:Ltr/email/fax sent
Wtr sent GW check to Allstate Insurance via 2nd day FedEx.
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*** CASE CLOSE 07/08/2015 04:07 PM Pacific Daylight Time MHillegas
GW check sent to Allstate.
No further actions.
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Case History

*** Phone - Others created on 11/26/2013 10:24:13 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lamarr Harrison
800# VM by Lindsey IN022 317-293-8060
Provided Customer/VIN

1.  RO  opened 11-20-13
2.  Noise in the engine head will be replaced
3.  Custoemr call back is 

*** CASE DISPATCHED ON 11/26/2013 10:35:17 AM (GMT-08:00) Pacific Time (US & Canada)
from WIP default to Queue Service Alert.

*** CASE ACCEPTED ON 11/27/2013 06:46:57 AM (GMT-08:00) Pacific Time (US & Canada)
from Queue Service Alert to WIP East/South.

*** CASE DISPATCHED ON 11/27/2013 07:40:27 AM (GMT-08:00) Pacific Time (US & Canada)
from WIP East/South to Queue Callcenter.

*** CASE ACCEPTED ON 11/27/2013 07:40:37 AM (GMT-08:00) Pacific Time (US & Canada)
from Queue Callcenter to WIP default.

*** Phone - Call - Inbound created on 12/05/2013 11:48:24 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Steve Larez
Writer called customer and v.m. was not set up yet, not able to leave message

*** Phone - Call - Inbound created on 12/05/2013 11:49:35 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Steve Larez
Writer called Robin in servcie. 
Robin states. 
1. RO  opened 11-20-13
2. 14 days down 
3 Engine noise, we found the valve clearence need to be adjusted.  We have to order another head. 
5. DPSM was contacted. 
6. Rental Provided. and customer is still in the VIN 
7. Not a repeated repair. 
8.Tech line was
Repeated repair 
Tech l



 Kia Motors America 
Consumer Affairs Department

Page 2 of 27

Last name First name VIN of  Case Number Mileage

,         ,                               Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNAFU6A26D5
2013 FORTE KOUP

0
02/20/2013Indianapolis IN 46254 IN022 Ray Skillman Westside KI

Complaint
Quality

Engine/Exhaust/Battery/Fuel Sy
Noise(Engine)

*** Notes - Manager Review created on 12/05/2013 11:54:28 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Steve Larez
ETA for repairs to be done is tomorrow.   Writer did not include that in previouse comments. 

*** Email - External Email Sent created on 12/05/2013 11:55:05 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Steve Larez
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 Affairs 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\ClarifyOBJ\CA_Attachments\SendHistory\Case_ SLarez_12-05-2013125131.doc>>

*** Notes - Manager Review created on 12/05/2013 11:57:43 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Steve Larez
Dispatching to regional office. 
1 .Vehicle down 14 days,  ETA for repair is tomorrow. 
2. DPSM notified. 
3. Writer called customer to notify of going to different dept. for review however was not able to leave message.  
V.m box not set up. 
4. dispatching because vehicle down 14 days.  Please communicate with customer to ensure satisfaction 
4. 

*** CASE DISPATCHED ON 12/05/2013 12:04:53 PM (GMT-08:00) Pacific Time (US & Canada)
from WIP default to Queue Central Region.

*** CASE ACCEPTED ON 12/06/2013 03:54:37 PM (GMT-08:00) Pacific Time (US & Canada)
from Queue Central Region to WIP To Assign.

*** CASE ASSIGNED ON 12/09/2013 06:59:13 AM (GMT-08:00) Pacific Time (US & Canada)
 to  LFaith, WIP default

*** Phone - Call - Inbound created on 12/09/2013 02:50:39 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date
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1. Calling to follow up with veh
2. No answer, no vm access
3. Call ended

*** Phone - Call - Outbound created on 12/11/2013 02:04:54 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Jason Jenkins
Customer Mr.  (husband) states:
1 Calling about my car; gave case number for TL case
2 Having an issue the dlr said they couldn't find when I first brought this up

Writer states:
1 Apologized
2 Showing case was forwarded to the regional office due to number of days down at the dlr
3 Showing we tried contacting you but number did not have vm set up

Customer states:
1 Best number to reach me on is 

Writer states:
1 Will see if case mgr is avail
Writer transferred customer to RCAA LFaith

[!<For Internal Use Only
Customer contact >!]

*** Phone - Call - Outbound created on 12/11/2013 02:05:09 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

 cell correct #  ( husband) 

CUST
1. Had veh back since 12/9- still same noise & smells like oil and something is burning ( just not right ) biggest 
problem- 4/28 bought veh- had for 2wks (heard noise from engine-ticking) DLR CND concern
2. Frustrated that the veh got worse, so i took it back the head tech started it and heard the noise- not too sure why 
3. yes, i have an apt for monday @8am- just not happy with the lady in svc we have dealt with
4. I will think about it and let you know, thank you for your help. Oh and we will def need a rental
5. Thank you

RCA
1. I do apologize  for your troubles you are having, i know it can be frustrating
2. Did you indicate the issues arent resolved with the dealer
3. Always keep in mind we can find another dealer to go to if you are that unhappy there
4. Please give me a call if you would like to do that, if not i will give you a follow up call on 12/17
5. your welcome, call ended
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*** Phone - Call - Outbound created on 12/13/2013 05:10:45 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Samantha Howard
Customer states:
1. I have an open case

Writer states:
1. LFaith is handling your case
2. Writer can get you to her VM if she is not available

Customer states:
1. I just left her one

Writer states:
1. Apoliguzed
2. Would you like her VM

Cusotmer states:
1. Yes
     so that I can tell her what happened

Warm transferred to LFaith VM

*** Phone - Call - Outbound created on 12/13/2013 06:04:44 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Ashley Citrin
Customer   std:
1. I am trying to get in touch with LFaith.
2. She does not seem to be in.
3. Can I talk to someone else in her dept?

Wtr std:
1. Apologized for concerns.
2. Advised see the case is at the region and you called in approx an hour ago and left LFaith a vm.
3. Let wtr see if LFaith is available.

**Placed cust on hold, dialed LFaith, left vm for return call to cust**

Wtr std:
1. Thanked for holding.
2. Advised LFaith not currently available.
3. Left her a vm to return your call.

Cust std:
1. Want to talk to someone before the vehicle goes into the DLR.
2. The engine has completely gone out.
3. Smoke rolling and oils and antifreeze coming out.
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4. Vehicle is done for.
5. LFaith is really nice and all.
6. She told me to call if I am going to a different DLR.
7. Waiting on a tow truck that is 2 hours late.
8. Going to the same DLR unfortunately.

Wtr std:
1. Apologized.
2. Do you need to advise RSA of the tow delay?

Cust std:
1. They already know.
2. Thank you though.

Wtr std:
1. Advised left vm for LFaith and that will prompt her an email.
2. Hopefully she will be in soon and can give you a call back.

Cust std:
1. Thank you

*** Phone - Call - Outbound created on 12/13/2013 07:12:26 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust left VM on this date

*** Phone - Call - Inbound created on 12/13/2013 07:12:48 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

CUST
1. Calling to let you know when driving home last night my veh felt like the engine went out, oil & antifreeze under 
veh- being towed to DLR as we speak
2. Im just at a loss not too sure what to do, i know i will need a rental since this is my veh i need to get to and from 
work
3. Thank you for your help, i will give you a call once i hear what they plan to do with my veh 
4. Call ended

RCA
1. I do apologize for your troubles
2. Of course i understand, and i can look into that for you if one isnt offered to you
3. Thank you

*** Phone - Call - Outbound created on 12/13/2013 07:50:52 AM (GMT-08:00) Pacific Time (US & Canada) and 
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craeted by Lisa Faith
Cust left vm on this date

*** Phone - Call - Inbound created on 12/13/2013 07:51:55 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust back on this date

RCA
1. Calling back cust per vm
2. I do apologize for that but was happy to hear they were able to find the problem to move forward, did they provide 
you with a rental
3. Good glad to hear they are working well with you
4. thank you have a great day

CUST
1. Just wanted to update you, they are looking at veh today- was able to see it was a blown rod in engine and 
maybe cracked engine block
2. Yes, they did and it was a veh off the showroom floor so i was shocked they did that for me
3. I will call you to update you once i know whats going on
4. call ended

*** Phone - Call - Outbound created on 12/13/2013 03:13:37 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called me back on this date

CUST
1. Was just told they cant find the problem, will take a long time to look at to find the problem
2.  we are Very happy with the car, just afraid if it needs a new engine it wont be a new car like we wanted
3. i really do appreciate that, thank you for all your help
4. thank you again
5. call ended

RCA
1. i do apologize for your troubles, i understand how frustrating that can be
2. i understand, and if you would like i will follow up with the DLR and you as well on tues. id like to review some 
docs and get back with you
3. of course, that's what im here for
4. your welcome

*** Phone - Call - Inbound created on 12/17/2013 02:09:27 PM (GMT-08:00) Pacific Time (US & Canada) and 
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**** END OF DUPLICATE CASE NOTES *****

*** Phone - Call - Outbound created on 12/19/2013 10:44:28 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Samantha Howard
Customer called
Customer states:
1. I have a case open

Writer states:
1. LFaith is working your case
2. Would you like for writer to see if LFaith is available
    if not writer can get you to her VM

Cutomer states:
1. She is not calling back 
2. I called and spoke to someone yesterday and they said that if she did not call back
    to demand to speak with a supervisor 
3.  I am in the dark

Writer states:
1. Apologized
2. Writer does see that LFaith has been in contact with the dealer
    she is working your case
3. Would you like for writer to see if LFaith is available
    if not writer can get you to her VM

Customer states:
1. Yes 
Warm transferred toLFaith VM

*** Phone - Call - Outbound created on 12/20/2013 08:09:38 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust left vm on 12/19

*** Phone - Call - Inbound created on 12/20/2013 08:10:02 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date ( )

1. calling to follow up per vm
2. no answer, left contact info
3. call ended
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*** Phone - Call - Outbound created on 12/20/2013 08:38:11 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

CUST
1. calling per your vm
2. it's still not fixed, im calling them today for an update
3. i just feel they may have not caught all the issues that were there from day 1. dont feel its fair im paying a car 
pymt with a veh that's not running
4. thank you, i really appreciate your help
5. call ended

RCA
1. just wanted to follow up on the veh status
2. i do apologize how frustrating this can be for you
3. once your veh is fixed i can see if there is anything i can help you with for all your troubles
4. your welcome

*** Phone - Call - Inbound created on 12/23/2013 10:02:44 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date

RCA
1. calling to follow up cust veh and request RO's and Sales doc
2. great, thank you for your help. Can you transfer me to sales mgr
3. would you be able to fax me over sales docs for cust
4. thank you

SVC
1. i do apologize im new but will take your info down and have my boss assist me to complete for you
2. of course, thank you

SALES
3. yes, i will go ahead and get that over to you
4. your welcome

*** Phone - Call - Outbound created on 12/27/2013 09:51:09 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Brad- husband left vm on 12/26
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*** Phone - Call - Inbound created on 12/27/2013 09:51:22 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust back on this date

1. no answer, left contact info
2. call ended

*** Phone - Call - Outbound created on 12/27/2013 10:35:14 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me back on this date

CUST
1. Just wanted to update you it will take longer since another head has to be done
2. i just think that DLR isnt doing the best and i fear the issue will happen again
3. i just dont like paying for a car im not driving
4. great, thanks for all your help and i'll call you once i get my veh

RCA
1. I do apologize for your troubles
2. i can see your frustrations and we want to be able to help if possible
3. please keep me updated and i will review your case more as time goes on with the veh and go from there
4. call ended

*** Phone - Call - Outbound created on 12/31/2013 10:21:07 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

CUST
1. Cust picked up veh 12/31- drove off the lot and  onto the HWY- veh was making noise and lunging- about a mile 
away the veh was dying and overheating- brought back to the DLR
2. DLR apologized and gave me a loaner - took veh back to further review
3. No they werent too sure where to go as of yet, will update me when they can ( veh is just not right )
4. Im just having issues paying for a veh i cant drive
5. i really appreciate all your help you have been great
6. call ended

RCA
1. i do apologize that you are going through that and it can be very frustrating
2. Does the DLR have an ETA when it should be ready
3. ok, well please update me once you do hear anything and i will do the same 
4. i understand and that's what im here to help
5. i def appreciate that, have a great day
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*** Phone - Advice created on 12/31/2013 10:40:07 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Called DLR IN022 on this date

RCA
1. requesting RO's
2. thank you

SVC
1. will get that to you
2. call ended

*** Phone - Call - Outbound created on 01/02/2014 02:00:34 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

CUST
1. Just wanted to let you know the DLR called me saying veh is ready- Svc wasnt aware of actual issue- so they are 
keeping the veh longer
2. i am just loosing trust in the DLR dont feel they are really working with my on the issues its having
3. i wouldnt feel safe driving it anywhere after last time
4. anything would be great, i will call you once i hear more, thanks again for all your help
5. call ended

RCA
1. i can understand how this is frustrating
2. i do apologize and we can recommend another DLR to take it to
3. we can look into roadside assistance for you
4. your welcome

*** Phone - Call - Outbound created on 01/06/2014 12:08:57 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust left vm on this date

*** Phone - Call - Inbound created on 01/06/2014 12:12:42 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

RCA
1. Calling per your vm, status of your veh
2. Is the vhe at the DLR again
3. I can defiantly see your frustrations
4. ok, well i'll continue to follow up with you and see what we can do
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5. Is there anything else that you'd like to indicate with your troubles
6. as soon as i hear anything or you as well feel free to give me a call
7. call ended

CUST
1. Picked up the veh, drove away and same problems happens- took veh back to DLR
2. yes, veh is there, they actually had to pick me up, DLR was very apologetic about how this happened
3.  Im not fighting with them but the Main SVC lady isnt the nicest. This issue is just getting old i feel that the veh 
isnt right
4. thank you for your patience, i just feel no matter where we take the veh it has an issue that wont go away
5. They state they drove the veh, but as soon as i drive it off the lot the problem occurs again
6. thanks again

*** Phone - Advice created on 01/08/2014 08:05:06 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Called DLR IN022 on this date  (Robin- svc mgr)

RCA
1. requesting Ro's
2. What's the status of this veh
3. thank you for your info

SVC
1. Will get that over to you
2. i drove this veh myself and it was working properly, but we have it in the shop now (thinking its on internal issue)
3. call ended

*** Phone - Call - Inbound created on 01/08/2014 08:07:26 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN004 on this date

RCA
1. Requesting sales docs
2. yes, gave contact info

SALES
1. We are all out plowing snow can i have someone call you back to get that to you
2. call ended

*** Phone - Call - Outbound created on 01/08/2014 08:12:22 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
DLR called me on this date (Dan)
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RCA
1. requesting sales docs
2. thank you

SALES
1. please bare with me with all the snow, i will get that to you as soon as i can
2. call ended

*** Phone - Call - Outbound created on 01/09/2014 12:44:14 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

CUST
1. Just wanted to let you know the DLR called telling me the veh is fixed, also stated the axle went out
2. i just dont feel safe at all in that veh, i feel it's worth nothing and i just want out of it. Ive paid so much into a veh 
that doesnt work properly and i dont want my wife driving it being so unsafe
3. i understand, thank you. I will call when i pick up my veh 
4. call ended

RCA
1. Thank you for your update, i appreciate you keeping me informed
2. i understand your frustrations, im here to assist you in any way i can, first we need to have the veh fixed so i can 
review your case further with all documents
3. thank you

*** Phone - Call - Outbound created on 01/10/2014 08:54:12 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called on this date

CUST
1. Picked up veh 1/10/14, drove about 4 blocks & the veh started to overheat and knocking like crazy. I took a video 
of what was happening to the veh so once again they had to pick me up and give me a loaner
2. The veh is trashed, i dont want it anymore. But the inside of the veh is messed up and scratched up, the seats 
are horrible i just feel it's not being taken care of while being worked on
3.  They are being very nice now about this just more so frustrating that it cant be fixed. I just dont know what 
exactly is wrong now with the veh
4.  Thanks for helping me i just want to have this resolved and a veh that works properly
5.  Call ended

RCA
1. i do apologize for your troubles again i see how frustrating this can be for you
2.  i will go ahead and review this further and see what we can do for you
3. thank you for all your updates i appreciate it
4. i will call you as soon as i hear some updates
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*** Phone - Call - Inbound created on 01/10/2014 09:06:03 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date

RCA
1. requesting Ro's for cust
2. Confirmed correct fax #. can you please try again
3. Thank you for your help, i appreciate it
4. call ended

SVC
1. I've actually been trying to fax them to you for a few days, it kept saying it was not responsive
2. yes, i will
3. glad to help

*** Notes - Manager Review created on 01/10/2014 10:04:58 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Rcvd docs on this date

*** Notes - Manager Review created on 01/10/2014 01:29:50 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Sent FTR request on this date

*** Phone - Call - Outbound created on 01/13/2014 01:46:36 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called on this date

CUST
1. calling to update you, DLR stated they ordered another axle part and should be ready this week. Looks like the 
tech that repaired my veh before didnt put the bolts together properly, that could have been a serious issue
2. thank you

RCA
1. i apologize for your troubles, please update me more once you pick up the veh
2. call ended

*** Phone - Call - Outbound created on 01/15/2014 10:03:16 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lamarr Harrison
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800# VM by Lindsey IN022 317-293-8060
Provided Customer/VIN

1.  RO  opened 1-10-14
2.  Veh smokes and will not move
3.  Transmission is in for the veh
4.  Customer call back is 
5.  Veh mileage is 10440

*** Notes - Manager Review created on 01/16/2014 03:26:01 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Teri Donnelly
Writer States:
1. Notes from duplicate service alert -same concerns:

Dealer :Ray Skillman Westside Kia
Technician :Jeffrey Cox
Service Manager :Robin Jeffries
Dealer Phone :3172938060
DPSM :Peter Shin
Vehicle Model :FORTE KOUP     
Model Year :2013
Mileage :10440
Initial comments by Technician found in TL Case #  : 
----------------------------------------------------------
*** Performed by contact: Jeffrey Cox, 3172938060
*** This is a Request for Assistance *** 

Problem Description :
car came in, right frt axle broke.missing inner cv joint.10,368 on 12-31-14
car came back with 10,440 left frt. axle broke.

Diagnostics Performed :
replaced left frt. axle on 12-31-14
replaced riht frt. axle on 01-10-14
trans is now slipping in all grears
trans has long delay from P to D
FLUID FULL AND LOOKS GOOD

Please contact dealer for additional information regarding customer handling & repair status and update customer 
accordingly

*** Phone - Call - Inbound created on 01/17/2014 08:33:56 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date

RCA
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1. Can you update me on this veh
2. thank you

SVC (Robin)
1. I spoke to my DPSM 1/16- just waiting on a response to do the trans or not
2. call ended

*** Phone - Call - Outbound created on 01/21/2014 10:16:08 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called on this date

CUST
1. Dont know what to do anymore, i dont want this veh- by the time they do the Trans now the veh isnt worth 
anything
2. I know there is IN lemon law and i dont want it to come to that i trust you and kia will do whats in my best interest
3. call ended

RCA
1. im very sorry for all that you are going through i know this isnt an easy thing to deal with
2. thank you for being understanding and i will update you as soon as possible. thanks again

*** Phone - Advice created on 01/21/2014 10:20:47 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Called DLR IN022 on this date

RCA
1. Can you update me on this veh and fax over the update
2. thank you

SVC
1. I can go ahead and fax that to you- Robin is working with a Rep to see about the trans
2. call ended

*** Email - External Email Sent created on 01/21/2014 02:39:50 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Good Afternoon,

 Can you please update me on this ? I spoke to Steve Broom today, we need to go ahead and approve and get the 
trans done for the customer. I will be contacting customer to review GW options for his troubles.
Thank you
 

You have been sent a Kia Consumer Assistance Case for your reference and action as may be noted in the Case.  
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If it has been sent to you in error, please notify the Kia Consumer Affairs 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\ClarifyOBJ\Case Print Templates\Consumer 
Affairs\Case_ LFaith_01-21-2014164031.doc>>

*** Phone - Call - Inbound created on 01/21/2014 03:21:55 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

1. no answer, left contact into
2. call ended

*** Phone - Call - Inbound created on 01/22/2014 08:40:52 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

RCA
1.  Wanted to go over a few options for you 
     A) Repair veh, drive it for 30 days and with no issues -get a ck for $3,000.00 equal to about 5 car pymts
     B) Substitution of Collateral
2. Ok, well let me review this a little further and update you with more details
3. i will go ahead and find that out and follow up with you
4. call ended

CUST
1. I really dont want this veh anymore, i dont feel anything can fix it and that it's not worth keeping
2. my only questions are on 2/5/14 my tags and Car pymt is due, how does that work out if i dont plan to keep the 
veh ? Then the DLR isnt the best with the loaner, how long can i keep that ?
3. thank you for all your help

*** Phone - Advice created on 01/23/2014 08:49:20 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Called DLR IN022 on this date

RCA
1. Can i speak to the svc mgr
2. yes please, have her give me a call thank you
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SVC 
1. She is at lunch, can i take a message
2. call ended

*** Phone - Call - Outbound created on 01/23/2014 01:37:07 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called me on this date

CUST
1. The DLR called me today saying my veh is ready but i do not want to pick it up but need a veh, what we talked 
about yesterday i want to go that route but need a veh in the meantime
2. i understand i just dont feel safe in the veh at all, thanks for your help i do appreciate it

RCA
1. i do understand your concerns, let me review this and call you back. Please understand it does take some time 
to have this processed
2. call ended

*** Phone - Call - Inbound created on 01/23/2014 01:46:08 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date

RCA
1. Wanted to update you that Mr  doesnt feel safe picking up the veh, he wants out of it and need to make 
some solution for him
2. we are tying to help him to avoid legal action, he is very strong about not to pick up the veh which i wanted to 
inform you since he has the loaner, have you talked with the GM at all with his veh issues
3. thank you and i appreciate all your help

SVC ( Robin)
1. i wasnt aware we were just to fix his veh
2. no i have not, this isnt something ive had to deal with before, i can take a message and have him call you back
3. call ended

*** Phone - Call - Outbound created on 01/24/2014 07:34:34 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
DPSM called on this date

DPSM
1. Wanted to follow up with you on cust veh status
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2. Ok, i was informed the same as well, please update me with any info
3. call ended

RCA
1. The veh is ready, cust doesnt want the veh he wants out per RCAM conversation we are ok with that. Talked to 
svc- waiting for sales to call me back on this
2. will do, thank you

*** Phone - Call - Outbound created on 01/24/2014 07:46:43 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Sales MGR Casey left vm 1/23

*** Phone - Call - Inbound created on 01/24/2014 07:47:39 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date

RCA
1. Calling for Casey
2. Cust wants out of the veh- Major repairs have been done
3. i appreciate all your help, thank you

SALES ( Chad )
1. he is off but i can help you, he informed me a little about the issues
2. typically we get an estimate of his veh compared to his payoff which looks like this may not be too easy
   A) $21,983.00 Financed
   B) $21,169.22 Payoff
   C) $13,000.00 Cash Value
   D) $8,000.00 negative equity
he does have an extended contract i will see what we could get back on that and call you shortly
3. of course, call ended

*** Phone - Call - Outbound created on 01/27/2014 10:27:21 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Casey @ DLR IN022 called on this date

SALES
1. Just wanted to follow up with you
2. I spoke with my rep and he indicated they do
3. i will do so now and get those to you
4. call ended

RCA
1. i was waiting to hear from Chase if they do an SOC- the number i have listed has been down with issues
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2. thank you for that update, would you be able to fax me over a breakdown of the numbers for me to have on file
3. thank you

*** Notes - Manager Review created on 01/27/2014 12:09:44 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Rcvd doc on this date

*** Phone - Advice created on 01/27/2014 01:36:47 PM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Called DLR IN022 on this date

RCA
1. Can you fax over the last ro's for cust
2. thank you

SVC (Robin)
1. will do so today, he still has the veh here
2. call ended

______________________________________

RCA
1. Just wanted to update you and see if it's ok to let Mr.  ask to talk to you
2. We cant do a trade assist, this is how Kia does the process of a SOC
3. call ended

SALES (Casey)
1. yes, that is fine, but i just dont understand how you have a different MSRP than what we do
2. ok, that's fine thank you

*** Phone - Call - Inbound created on 01/27/2014 01:59:21 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

RCA
1. Your MSRP is $19,254.00 and please have Casey be your contact at DLR
2. im going to send you docs to review, sign and send back
3. call ended

CUST
1. great thank you
2. i will get those to you right away
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*** Notes - Manager Review created on 01/27/2014 02:39:46 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Sent cust Docs on this date

Emailed RAF to DPSM on this date

*** Phone - Call - Outbound created on 01/28/2014 10:11:58 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Casey from DLR IN022 called on this date

SALES
1. I just wanted to update you we have a $1000.00 rebate going on that may help Mr.  as he doesnt feel he 
should pay more for a veh. I found a veh that may work out in this case
2. call ended

RCA
1. thank you for your update, i will research and see if that would work and call you back

*** Phone - Call - Outbound created on 01/30/2014 01:56:37 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Hector Sanchez

  (Husband) states:
1. I am calling about an existing case.
2. I do not have my VIN or case #.
3. Provided name and contact info.
4. The issue is that I am unhappy with the lack of assistance provided by RCAA LFaith.
5. I have been communicating with RCAA LFaith and apparently KMA is working on replacing my vehicle.
6. RCAA LFaith had advised me to go and test drive vehicles which I did do.
7. My issue is that I feel RCAA LFaith was very unprofessional when speaking with me.
8. RCAA insinuated that my repeated calls to her line are either bothering her or interrupting what she is doing.
9. I feel that as the consumer who is having vehicle problems I should be treated with courtesy and professionalism 
regarding of the situation.
  - I have been extremely patient in this matter
10. I would prefer to speak to anyone else in the Regional office besides RCAA LFaith.
11. Preferably someone who is above RCAA LFaith.

Writer states:
1. Apologized.
2. Verified contact info.
3. Verified no open SC's.
4. Advised customer that there is a process involved for customers request to speak to someone else or above 
RCAA LFaith.
5. Writer will notify Team Lead of customers concerns.
6. Team Lead can in turn notify RCAM (Steve Broom) of customers concerns.
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7. RCAM or RCAA will follow up appropriately.
8. Requested call back if immediate assistance is needed.
9. Offered additional help.

  (Husband) states:
1. No other questions, thanked writer for assistance.
2. Will await follow up contact.

*** Notes - Manager Review created on 01/30/2014 02:11:13 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Hector Sanchez

[!<For Internal Use Only

writer notified Team Lead (LSims) of customer request/concerns>!]

*** Phone - Call - Inbound created on 01/31/2014 09:10:33 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called cust on this date

1. RCA asked for Brad
2. CUST (wife) one moment
3. call disconnected
4.called cust back, no answer, left contact info
5. call ended

*** Phone - Call - Outbound created on 01/31/2014 09:23:31 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Cust called back on this date

1. CUST  Sorry We lost connection,  is currently working i can talk to you 
2. RCA great, thank you for calling back. First i wanted to apologize for any mis understanding from yesterday, the 
DLR and Kia do things a little different, we spoke to Casey last night and now we are all on the same page as how 
Kia will be replacing your veh for you. As GW kia is replacing your veh but in order to do so with out you owing any 
additional money the new veh has to be comparable to yours now. We have two options for you-option 1 if you feel 
you wanted to go with the upgraded veh there will be a little you will owe but please be aware that we will be taking 
responsibility for the replacement of the veh, the extended warranty and your L&T fees.- Option 2 the DLR had 
located a veh that is comparable to yours and you would owe nothing, again we would cover those cost as option 1 
as well as the transport fees to get the veh here.
3.CUST Wow ok, what about the comparable veh, we thought b/c it was a year newer we couldnt do that
4.RCA the upgrade is different than just a one year newer, if you went with option 2 you would not owe anything 
additional
5.CUST what do we do in the meantime till all this goes into place
6.RCA you would drive your veh until we can get you into the new veh
7. CUST ok, let me talk this over with  and we will let you know
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8.RCA thank you for your time, please feel free to give me a call with any questions you may have
9. call ended

*** Notes - Others created on 01/31/2014 03:50:11 PM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Spencer Bowyer
NOTES FOR CASE FROM 1/30:

CONF CALL; WTR, L.FAITH & SALES MGR CASEY @ IN022:
WTR:
1. aware of situation, here to help answer questions re: SOC/dlr pmt, etc.
2. cust chose veh on your lot- with $2100 prem package, which is over & above his original veh
3. KMA not charging cust for MY upgrade, have enhanced original MSRP of $19254 to give cust more veh value 
towards a new veh

CASEY:
1. cust doesnt want to pay for anything, just telling you
2. there is another car in MI, it is a like model, without that package, would he have to pay for that?
3. who is going to pay us to go and get it? that is in Holland, MI 
4. how is Kia paying for new car, what about the old one? 
5. what about his ext warranty? told Lisa that proration is ~$1700, $703 for adding to the new car
6. all this is taking so long, he is upset, we are just trying to get this going ASAP

WTR:
1. understand cust doesnt want to pay; if wants upgraded veh, will have to pay approx $2400+tax; if wants veh in 
MI, no charge to customer
2. KMA would assist with the transportation costs, just let us know the cost- let Lisa know
3. explained we will build TOA (explained breakdown of TOA fees), KMA will use transfer agent to sign over original 
car to KMA, then will be disposed of through auction
4. KMA will be covering extended warranty for customer- understand the $703, thank you for that
5. we will reach out to the cust & give him his 2 options, Lisa will contact you by Fri or Mon
6. KMA is replacing the cust's car due to the service history & multiple repairs w/in early ownership; our process is 
not like a dealer trade-in process; requires time & explanation

CASE THANKED WTR, WTR THANKED CASEY

*** Phone - Call - Inbound created on 01/31/2014 04:15:59 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Spencer Bowyer
WTR RCVD VM FROM MR.  @ 11:35AM THIS DATE,REQUESTING CB

WTR CB MR.  @ 
1. i was talking with Casey, i know Lisa just spoke to my wife
2. Casey gave me your direct #, because Lisa said that i call her too much
3. there is a miscommunication here; i picked the veh on the lot (upgraded veh) because it was there; but i am not 
paying ANYTHING extra
4. i know Kia is paying for a new car for me, i understand all of that- but you guys are not understanding that i am 
fine with EITHER car
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5. WTR adv cust; KMA appreciate your efforts to move this along faster; your 2 options are clear; if you do not want 
to pay, we can have IN022 get the veh in MI for you
6. this way you will not pay any cost, you will get a pro-ration from your extended warranty back to your loan, we wil  
do SOC with your lender, and KMA will cover all fees & costs to purchase the new veh for you
7. do you want KMA to have them go get the MI car? 
8. " YES" i am ok with that , what is the next step? 
9. wtr adv Lisa will notify Casey to go pickup the veh for you, and we will work out the #'s w/Casey; Lisa will keep 
you up to date
10. cust asked about the loaner he is in- there is conflicting info on that...
11. wtr adv policy is if your veh is completed, and ready, you need to drive it until day of turn-in
12. " that car is not safe, i am not driving it" 
13. wtr adv we understand; if this is a dlr loaner, you will need to work that out w/the dlr, they may want their car 
back; we will ask Casey and have them follow up with you on that
14. " ok, thanks for the time and for calling me back, i will wait for an update" 

CALL ENDED

[!<For Internal Use Only
note: s.bowyer gave direct contact info to casey @ in022 on last call>!]

*** Phone - Call - Inbound created on 01/31/2014 04:41:50 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR on this date (Casey)

1. RCA Wanted to just get some info from you so i can get the numbers for you
2. SALES ok just let me know what you need
3. RCA What is the sales tax and is that on MSRP or invoice, is your Doc Fee $149.50
4. SALES it is on the invoice price and it's 7%. Yes the doc fee is $149.50. I'll fax over the numbers 
5. RCA great, thank you for that info, once i have it all documented i will send over for you to review and sign to 
send back
6. SALES the DLR in MI can get us the veh and they just put on mud guards that cost $99.00 that i will have to pay 
for
7. RCA i will note all that for you , thank you for that update
8. call ended

*** Phone - Call - Inbound created on 02/03/2014 03:04:23 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR on this date Casey

1. RCA calling to follow up with the numbers 
2. SALES i dont see why you wont cover the charge back
3. RCA you werent charged for the holdback when you purchased the veh, we are here to make the cust happy
4. SALES true but why do we get cut on making money for this deal
5. RCA well with the reason of doing the SOC is due to your svc dept and we again want the cust to be happy
6. SALES can you assist us in any way
7. RCA what do you feel is fair
8. SALES well the holdback amount would be fair
9. RCA since you didnt pay for that, we cant go that high, how about $300.00
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*** Phone - Call - Inbound created on 02/11/2014 01:17:07 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called Chase Bank for update on SOC docs

1. Will re fax today, sorry for the delay
2. Call ended

*** Phone - Call - Inbound created on 03/10/2014 02:46:35 PM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Called DLR IN022 on this date (Casey)

1. RCA Wanted to follow up with your vm
2. CASEY Just wanted to know how we get paid, The  picked up their veh
3. RCA it will be done on the parts Stmt but will call you with a time frame once i have it
4. CASEY thank you
5. Call ended

*** Notes - Manager Review created on 03/18/2014 10:04:03 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
AS400 88857

Fwd to RCAM for Approval

*** CASE ASSIGNED ON 05/12/2014 01:19:39 PM (GMT-08:00) Pacific Time (US & Canada)
 to  LFaith, WIP default

*** Notes - Other (external) created on 05/28/2014 09:25:40 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Rcvd CK#  $10,122.00 from Auction

*** Notes - Other (external) created on 06/03/2014 08:11:00 AM (GMT-08:00) Pacific Time (US & Canada) and 
craeted by Lisa Faith
Rcvd Final docs needed from Morley
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*** Notes - Internal created on 06/03/2014 08:16:40 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by 
Lisa Faith
Sent Veh Disposal Pkg to NCA

*** CASE CLOSED ON 06/03/2014 08:18:11 AM (GMT-08:00) Pacific Time (US & Canada)
Status = Closed, Resolution Code = Repurchase.
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2016 FORTE KOUP_ACCIDENT 
SCRIPTS_ALLEGED DEFECT 

A_EXPANDED SCOPE 



Accident Report
Case

Report Details

 Moreland Ga 

A-1) Who owns the vehicle?

Dlr Tech-

A-2) Who was driving the vehicle or who was the last person to drive the vehicle?

0

A-4) How many other passengers were in the vehicle?

Driver

A-5) Where was each passenger sitting in the vehicle & what is each person's name and age?

No

A-6) Were there any objects in the luggage compartment, passenger compartment, being towed, or

07/26/2017 21:30:00

B-1) What was the date & time of the incident?

2016 Forte

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.

5:30PM

B-2) What time was 911 called?

Page 1 of 2



no

B-4) Were there any injuries (describe injuries)?

The vehicle was towed in for loss of power and stalling out at idle on the customer. Engine struggled to start and idle. 
Found code P0087, replaced high pressure fuel pump, did not correct fuel pressures or customer concern. Tested fuel 
pressure and found vehicle bleeding off pressure when engine shut off. Replaced low pressure fuel pump, vehicle 
started fine. Had idling in shop for roughly 10 minutes, engine idled fine and no signs of leaks or fuel smell. Vehicle 
was then test driven 20-30 yards, engine started to hesitate and run rough like original concern. Tech turned vehicle 
around to head back to shop when engine died. Engine compartment started to smoke, shortly after it was engulfed in 
flames. Fire department was called to put out fire.

B-5) Describe the incident in detail including when & where the burning smell, smoke, and fire were

on

B-6) Was the engine on, off or in accessory mode?

Yes, fuel pump replaced

B-7) Were any warning lights on or recent service done prior to the incident?

Bulldog Kia 4305 Atlanta Hwy, Athens, GA 30606

B-9) What is the closest address or cross streets, city, and state to where the incident happened?

Yes

D-3) Was the insurance company contacted?
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Quality

Product Liability
Fire/Explosion

1. advised case has been escalated
Dave states
1. please contact for further follow up on case:
Mechanical Claims Specialist: Tim Ostrander
913-664-4373

***  Phone - Call - Inbound created on 09/14/2017 12:05:30 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Billy Wells ***
Forward to NCA
1 dlr alleges veh caught Fire
2 Vehicle is currently down at GA084
3 Customer is requesting no customer contact, phone disconnected
4 Please review and follow up accordingly

***  09/14/2017 12:06:34 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = default to Queue National CA by Billy Wells
Reason: 

***  09/15/2017 07:51:49 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  09/15/2017 08:01:53 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 24/24 of Samuel Kim by Jeff Stroup
Reason: 

***  09/18/2017 13:49:24 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

***  Phone - Call - Outbound created on 09/18/2017 13:51:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Mechanical Claims Specialist Tim Ostrander at Zurich Insurance and left message 
1. Calling in regards to claim number 
2. Requested call back and photos
3. Left call back number and email address

***  Email - Internal Email Sent created on 09/18/2017 14:05:56 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent case notes to DPSM HBaik

***  Phone - Call - Outbound created on 09/18/2017 14:43:13 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
 Per DPSM HBaik:
1. Dealer contacted their insurance company and their insurance company wants KMA involved so they can do join  
investigation
2. Dealer replaced high pressure fuel pump in engine compartment and low pressure pump in fuel tank
3. Customer is in one of dealer's loaner car
4. DPSM to forward photos

***  Email - External Email Received created on 09/19/2017 10:38:31 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Mechanical Claims Specialist Tim Ostrander at Zurich Insurance 
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(tim.ostrander@zurichna.com)
Good Morning Sam,
Please find attached the first e-mail with the photos you requested.
I will contact you to discuss a possible joint inspection of the vehicle.

***  Note - Others created on 09/19/2017 10:46:05 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Pending response from KMA Engineers.

***  09/19/2017 10:48:27 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Pictures / Police Report and Sub Status of Assigned

***  Phone - Call - Inbound created on 09/19/2017 13:16:12 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Mechanical Claims Specialist Tim Ostrander at Zurich Insurance:
1. Tim Ostander, Zurich Mechanical Claims, give me a call
2. You gave me a call yesterday afternoon on a 2016 Kia Forte
3. Yes my claims professional Dave Collinsworth had called and put you guys on notice
4. This is in reference to your case number  and whenever you can, give me a yell back on this one
5. My claim number is 
6. And you can reach me direct at (913)664-4373 and I did send you the photos over there
7. So as soon as you get a chance to review those
8. Give me a heads up and then see if we can get together for a joint inspection on this one
9. I appreciate it Kim or Mr. Sam
10. Have a great one, bye now

***  Note - Others created on 09/25/2017 11:01:03 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Reviewed case with KMA Engineer:
1. KMA unable to attend joint inspection at this time

***  Phone - Call - Outbound created on 09/25/2017 11:02:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Zurich Insurance and left message for Mechanical Claims Specialist Tim Ostrander (913)664-4373
1. Calling in regards to your claim number 
2. KMA unable to attend joint inspection at this time
3. If Zurich Insurance wishes to pursue subrogation, requested C&O
4. Left call back number and email address

***  Phone - Call - Outbound created on 09/25/2017 11:08:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Advised DPSM HBaik

***  09/25/2017 11:09:00 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Review and Sub Status of Assigned

***  09/25/2017 11:10:29 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]

***  09/29/2017 16:45:33 (GMT-08:00) Pacific Time (US & Canada) ***
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Reopened with Sub Status of Working

***  Note - Others created on 09/29/2017 16:46:22 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
TREAD review complete.

***  09/29/2017 16:50:13 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
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Consumer Assistance Center Case Report

Printed By: SLarez Case Number -  12/05/2013 12:55:19 PM 

Case Details

Title:  Dealer states: Noise in the engine head will be replaced 

VIN: KNAFU6A26D5  Mileage: 0 Status:  Working 

Year:2013 Model:FORTE KOUP 

Priority:  Non-Priority Severity:   Low Call Source: Service Alert

Owner:  Steve Larez Owner Email:  SLarez@crosscountry-auto.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Engine/Exhaust/Battery/Fuel System

Case Type Level4:  Noise(Engine)

Contact Details 

Name:    

Phone: Alt Phone:  Fax:  

Address1:  

Address2:  

City:  Whitestown State:  IN Zip:   
Email:  

Dealer Details 

Code:  IN022 

Name:  Ray Skillman Westside Kia 

Case History

*** PHONE LOG 11/26/2013 11:25:25 AM (Local Time) LHarrison Action Type:  
800# VM by Lindsey IN022  
Provided Customer/VIN 

1.  RO  opened 11-20-13 
2.  Noise in the engine head will be replaced 
3.  Custoemr call back is  

*** CASE DISPATCHED 11/26/2013 11:35:17 AM (Local Time) LHarrison 
from WIP default to Queue Service Alert. 

*** CASE ACCEPTED 11/27/2013 07:46:57 AM (Local Time) DFerrick 
from Queue Service Alert to WIP East/South. 

*** CASE DISPATCHED 11/27/2013 08:40:27 AM (Local Time) DFerrick 
from WIP East/South to Queue Callcenter. 

*** CASE ACCEPTED 11/27/2013 08:40:37 AM (Local Time) SLarez 
from Queue Callcenter to WIP default. 

*** PHONE LOG 12/05/2013 12:48:37 PM (Local Time) SLarez Action Type: Outgoing call 
Writer called customer and v.m. was not set up yet, not able to leave message 

*** PHONE LOG 12/05/2013 12:54:25 PM (Local Time) SLarez Action Type: Outgoing call 
Writer called Robin in servcie.  
Robin states.  
1. RO  opened 11-20-13 
2. 14 days down  
3 Engine noise, we found the valve clearence need to be adjusted.  We have to order another head.  
5. DPSM was contacted.  
6. Rental Provided. and customer is still in the VIN  
7. Not a repeated repair. 
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Case History
8.Tech line was  
Repeated repair  
Tech l 

*** NOTES 12/05/2013 12:54:48 PM (Local Time) SLarez Action Type: Manager review 
ETA for repairs to be done is tomorrow.   Writer did not include that in previouse comments.  

***********End Case Report  *********************
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     COPART AUTO AUCTIONS                                               Date  5/15/15

     8725 N INTERSTATE 35

     NEW BRAUNFELS, TX 78130                               Visit us at www.copart.com

     PHONE (830) 625-2030                                  All Amounts are in USD

     TAX ID# 760476096

                                             FINAL INVOICE

     Copart Lot# 32113044  62 TX - AUSTIN

       Loss Date 10/25/14

       Called In 10/28/14

     P/U Cleared 10/28/14                                   BI22  PIP190A

     Pickup Date 10/29/14                                   CASH PROCESSING

  Original Title 12/09/14                                   ALLSTATE INSURANCE COMPANY

     Trans Title 12/09/14                                   PO BOX 650271

   Sale Document 12/23/14                                   DALLAS, TX 75265 0271

       Loss Type COLLISION

     Description 12 KIA   FORTE EX   BLUE

     Vehicle ID# KNAFU6A20C5                            Claim# 

     License#/ST   TX                                Policy# 

         Mileage UNREADABLE                               Loss Code CLS

     Pickup From JOHNY'S REC                             Reference#

                 315 PATBOOKER ROAD                         Insured  

                 UNIVERSAL CITY, TX 78148                     Owner  

                 (210) 945-7766

     ADVANCE CHARGES PAID BY COPART

          STORAGE . . . . . . . . . . . . . . . .             20.00

          TAX . . . . . . . . . . . . . . . . . .              1.65

                                                        -----------

          TOTAL ADVANCE CHARGES . . . . . . . . .             21.65

     COPART SERVICE CHARGES

          TITLE PROCESSING. . . . . . . . . . . .              8.00    SALVAGE CERT OF TITLE

          PIP PROGRAM CHARGE. . . . . . . . . . .             90.00

                                                        -----------

          TOTAL COPART SERVICE CHARGES. . . . . .             98.00

     TOTAL DUE COPART . . . . . . . . . . . . . .            119.65

     PROCEEDS FROM SALE . . . . . . . . . . . . .            750.00CR  *Bid Raised By Internet*

     PREVIOUS PAYMENTS FROM COPART. . . . . . . .            630.35

                                                       ------------

     NET DUE COPART . . . . . . . . . . . . . . .               .00

     COPART PAYMENTS DETAIL

       COPART CHECK#         05/15/15                630.35

                                        SALE INFORMATION

            Lot#              Sold To 456620 AUTO MOTO DEALS LLC

       Sale Date    5/14/15                   5755 FUNSTON STREET

     Sale Amount     750.00                   HOLLYWOOD, FL 33023 1929

             ACV   13292.00                   (267) 210-0143

      Repair Est   13036.84

          Return       5.6%             Item#  2524        Invoice Date      5/15/15

     Cert#                              Invoice Amount        .00   USD

     Payment From Buyer              REMIT TO: COPART

                                               4610 WEST AMERICA DRIVE

                                               FAIRFIELD, CA 94534




