
PE19-004 

KIA 

6/28/2019 

DEFECT A 

CA FILES 

OPTIMA 

2016 OPTIMA_ACCIDENT 
SCRIPTS_ALLEGED DEFECT 

A_EXPANDED SCOPE 



Accident Report
Case

Report Details

A-1) Who Owns the Vehicle? Please provide Owner Name, Address, and Phone.

,  ,  

A-2) Who Was Driving the Vehicle and how many passengers were there? Please provide Driver's Name

Yes

A-3) Do You Own the Vehicle?

A-4) What is the Age of the Driver?

12/16/2018 03:31:00

A-5) What Was the Date and Time of the Accident?

It had rained but not raining

A-6) Describe the Road & Weather Conditions at the Time of the Accident.

65

A-7) What Speed was the Vehicle Traveling?

No

B-1) Were any Other Vehicles Involved in the Accident?
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No

B-2) Were There Any Injuries?

No

B-3) Was Anyone Taken by Ambulance to The Hospital?

No

B-4) Is Anyone Currently Under Medical Attention for this Incident?

We were driving and started smoking and cars around us told us to stop and I did. We got out of the vehicle as quick 
as possible and called 911 were had just left walmart  42st in Fairbern Fire department make report my car was the 
only car involved . We lost all the stuff in vehicle part of the vehicle damage front engine and under body dash

B-5) Describe the Incident in Detail, including the approximate vehicle speeds, street names

Accident Report
Case

Report Details

Accident Report
Case

Report Details
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Accident Report
Case

Report Details

I do

A-1) Who owns the vehicle?

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

A-3) What is the age of the driver?

None

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

n/a

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

Sneakers, umbrellas - nothing towed

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

10/23/2017 03:30:00

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

No other

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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no

B-2) What time was 911 called?

Dry - no rain

B-3) Describe the road & weather conditions at the time of the incident.

No

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

Driving on Sawmill river pkwy NB in Hawthorne NY -the car lost power, then started smoking from the engine 
compartment. He pulled over and got out . Then it caught 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?

no

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

no

B-8) Have there ever been any aftermarket accessories installed on the vehicle?

in front of 1 Sawmill River Pkwy

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

C-1) Which fire agency responded?

n/a

C-2) What is the fire report number?

At Brendans Auto Body

D-1) Where is the vehicle now?

No - it is a total loss

D-2) Have any repairs been completed?

Met Life

D-3) Was the insurance company contacted?

no

D-4) Have you settled with the insurance company?

we want our money back for the car

D-5) What action are you requesting of Kia?
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 Kia Motors America 
Consumer Affairs Department
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

Case History

***  10/30/2017 09:30:04 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 10/30/2017 09:39:16 (GMT-07:00) Arizona and created by  LaKindra Sims 
***
caller stated 
1. The car caught on fire while my son was driving 
2. The car burst into flames  

wtr stated 
1. apologized 
2. took fire report 
3. case will be escalated
4. caller will be contacted 

***  11/01/2017 11:00:39 (GMT-07:00) Arizona ***
Dispatched from WIPBin = default to Queue National CA by LaKindra Sims
Reason: 

***  11/02/2017 07:36:41 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  11/02/2017 07:40:21 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 11/02/2017 09:51:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Phone - Call - Inbound created on 11/02/2017 09:52:02 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
na

***  Phone - Call - Inbound commitment created on 11/02/2017 09:52:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/03/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 11/03/2017 11:11:41 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Cust attempted contact.

***  Phone - Call - Outbound created on 11/03/2017 11:13:04 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted customer
1. Customer advised not available at this time but will back

***  Email - External Email Sent created on 11/03/2017 11:15:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Friday, November 03, 2017 11:15 AM





 Kia Motors America 
Consumer Affairs Department
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Inbound commitment created on 11/02/2017 09:52:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/07/2017 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 11/07/2017 14:45:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 11/07/2017 14:46:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Phone - Call - Inbound commitment created on 11/02/2017 09:52:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/08/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 11/09/2017 13:24:55 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Cust attempted contact.

***  Phone - Call - Outbound created on 11/09/2017 13:28:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have reviewed with KMA engineers
3. After review, unable to identify cause of event at this time
4. Have you heard from your insurance company

Cust states
1. They tried calling me but I was not available
2. So what happens next

Wrt states
1. Will work with insurance company once contacted. 
2. You may provide my contact info to insurace

Cust states
1. That sounds good
2. I will do that and let them know 
3. thank you

***  Phone - Call - Inbound commitment fulfilled on 11/09/2017 14:07:28 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/10/2017 closed by  Alex Villalpando ***

***  11/09/2017 14:07:44 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Pending further contact.

***  02/21/2018 16:45:12 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Letter - Letter Received created on 02/21/2018 16:45:33 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Brecon Crosby ***



 Kia Motors America 
Consumer Affairs Department
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

NCA rec'd letter from MetLife. Letter states:
1. Our investigation reveals that the proximate cause for the fire loss to the above vehicle was caused by negligent 
manufacturing of the vehicle.
2. Intent to pursue recovery for monies paid.
3. Veh is located at Copart Auto Salvage if your company decides they would like an inspection.

Attaching & dispatching to NCA.

***  02/21/2018 16:48:56 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason: 

***  02/22/2018 07:57:20 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  02/22/2018 08:13:45 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Inbound commitment created on 02/22/2018 12:07:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/23/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/23/2018 13:52:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Insurance and spoke to Anrdrea. Andrea advised
1. Inquiring about joint inspection
2. Unable to provide any information at this time.

***  Phone - Call - Inbound commitment created on 02/22/2018 12:07:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/27/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/22/2018 12:07:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/02/2018 and created by  Alex Villalpando ***

***  Note - Others created on 03/05/2018 08:44:30 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 03/05/2018 08:44:57 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Phone - Call - Inbound commitment created on 02/22/2018 12:07:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/06/2018 10:11:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Andrea and spoke to insurance. 

Wrt states
1. Hello contacting in regards to claim



 Kia Motors America 
Consumer Affairs Department

Page 5 of 12

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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

2. Apologize, unable to attend inspection in a timely manner
3. Please proceed with inspection and advise if a manufacturer defect is found

Andrea states
1. Okay thank you

***  Phone - Call - Inbound commitment fulfilled on 03/06/2018 10:12:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/06/2018 closed by  Alex Villalpando ***

***  03/06/2018 10:12:38 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Concerns Recorded
[Resolution Summary]
Pending further contact.

***  04/20/2018 14:46:32  ***
Reopened with Sub Status of Working

***  Letter - Letter Received created on 04/20/2018 14:47:40  and created by  Jazmin Diaz ***
NCA rec'd packet from Metlife. Letter states:
1. Our investigation of the accident has determined your responsibility for the damages we have paid to our 
insured. 
2. Enclosed I sour supporting documentation. 
3. Kindly remit payment to: Metlife Auto & Home. 

Attaching to case & dispatching to NCA.

***  04/20/2018 14:50:35  ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
Reason: 

***  04/23/2018 07:48:44 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  04/23/2018 08:04:15 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Inbound commitment created on 04/23/2018 09:47:14 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/24/2018 and created by  Alex Villalpando ***

***  Note - Others created on 04/25/2018 08:24:12 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 04/25/2018 08:25:32 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB
800 634 9740 ext. 6057

***  Phone - Call - Inbound commitment updated on 04/25/2018 08:26:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/25/2018 and updated by  Alex Villalpando ***



 Kia Motors America 
Consumer Affairs Department
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Inbound commitment updated on 04/25/2018 09:30:11 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/27/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 04/27/2018 08:41:35 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Carlos at insurance. Carlos advised
1. Will contact Aliya and see if report is available.

***  Phone - Call - Inbound commitment updated on 04/27/2018 08:42:21 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/03/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 05/01/2018 10:43:11 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: SLG81701 - MetLife  

Hi- 

I have attached the cause and origin report for your review. 

Thank you 

***  Phone - Call - Inbound commitment updated on 05/02/2018 09:39:14 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/04/2018 and updated by  Alex Villalpando ***

***  Email - External Email Sent created on 05/07/2018 10:29:24 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, May 07, 2018 10:29 AM
To: 'Ahmed, Aliya'
Subject: RE: SLG81701 - MetLife  

Hello Aliya,

I am currently reviewing the claim with my engineers. Do you have the maintenance records for this vehicle?

Thank you, 

***  Phone - Call - Inbound commitment updated on 05/07/2018 10:29:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/11/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/07/2018 10:29:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/11/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/11/2018 10:23:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/15/2018 and updated by  Alex Villalpando ***

***  Letter - Letter Received created on 05/14/2018 09:24:25  and created by  Jazmin Diaz ***
NCA rec'd letter from MetLife. Letter states:
1. Please provide a status on our subrogation claim.

Attaching to case.
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Consumer Affairs Department

Page 7 of 12

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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  Email - External Email Sent created on 05/14/2018 09:41:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, May 14, 2018 9:41 AM
To: 'aahmed12@metlife.com'
Subject: FW: SLG81701 - MetLife   / Kia Case#  

Hello Aliya,

I am currently reviewing the claim with my engineers. Do you have the maintenance records for this vehicle?

Thank you, 

***  Phone - Call - Inbound commitment updated on 05/15/2018 09:15:56 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/18/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/18/2018 11:02:48 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. do you have maintenance records?

Aliya states
1. Do not see anything here
2. However have been contacted my customer's attorney who is preparing a case against Kia
3. They may have it
4. I will contact them 

Wrt states
1. Thank you

***  Phone - Call - Inbound commitment updated on 05/18/2018 11:06:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/22/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 05/23/2018 10:29:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/22/2018 closed by  Alex Villalpando ***

***  Note - Others created on 05/23/2018 10:29:58 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  05/23/2018 10:30:44 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Letter Sent
[Resolution Summary]
Pending further contact.

***  06/08/2018 11:08:25  ***
Reopened with Sub Status of Working

***  Letter - Letter Received created on 06/08/2018 11:09:06  and created by  Jazmin Diaz ***
NCA rec'd letter from MetLife. Letter states:
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

1. Second request for status.
2. Please provide a status on our subrogation claim.

Attaching to case & dispatching to NCA.

***  06/08/2018 11:10:17  ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
Reason: 

***  06/11/2018 07:44:57 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  06/11/2018 08:51:23 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  06/14/2018 16:34:20 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Letter Sent
[Resolution Summary]
Pending further contact.

***  06/28/2018 16:02:53 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Brecon Crosby with Sub Status of Working

***  Letter - Letter Received created on 06/28/2018 16:03:04 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Brecon Crosby ***
NCA rec'd letter from MetLife. Letter states:
1. Final notice prior to litigation. 
2. Please provide a status on out subrogation.

Attaching & dispatching to NCA.

***  06/28/2018 16:03:56 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason: 

***  06/29/2018 07:57:08 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  06/29/2018 08:12:47 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Note - Others created on 07/02/2018 16:24:09 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  07/02/2018 16:24:29 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Letter Sent
[Resolution Summary]
Pending further contact.
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

Wrt states
1. Possible gap(s) in maintenance
2. In interest of settling, can offer to settle for 50% of demand

Mary states
1. Can review with client and follow up

Wrt states
1. thank you

***  Phone - Call - Inbound commitment created on 05/14/2019 13:45:31 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/17/2019 and created by  Alex Villalpando ***

***  Email - External Email Sent created on 05/17/2019 10:34:19 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA] 
Sent: Tuesday, May 14, 2019 1:45 PM
To: 'mhoffman@gluck-allen.com'
Subject: RE:  

Hi Mary,

Thank you for speaking with me. As discussed, I can offer to settle for $10,185.13 inclusive.

Please advise if your client would like to accept so I may send over the paperwork.

Thank you, 

***  Phone - Call - Inbound commitment updated on 05/17/2019 10:34:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/24/2019 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 05/23/2019 16:07:32 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
From: Mary E. Hoffman [mailto:mhoffman@gluck-allen.com] 
Sent: Thursday, May 23, 2019 8:25 AM
To: Villalpando, Alex [KMA]
Subject: RE:  

The client has agreed to settle their subrogation claim for 50% of the total claim in the amount of $10,185.13.  

Please forward your release for review. Please note that the release shall be signed by Robert W. Allen, Esq. 
attorney/agent for Metropolitan Group Property and Casualty Insurance Company.

Thank you.  

Mary E. Hoffman
Gluck& Allen, LLC
217 Washington Street
Toms River, NJ 08753
Phone:  732-505-4800
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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:

5XXGU4L37GG
2016 OPTIMA

20,000
03/02/2016

Complaint
Quality

Product Liability
Fire/Explosion

Direct Fax:  732-582-3886
Office Fax: 732-505-4813
mhoffman@gluck-allen.com

***  Phone - Call - Inbound commitment updated on 05/24/2019 08:58:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/30/2019 and updated by  Alex Villalpando ***

***  Email - External Email Sent created on 05/30/2019 07:43:32 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA] 
Sent: Thursday, May 23, 2019 4:14 PM
To: 'Mary E. Hoffman'
Subject: RE:  

Hi Mary,

Please see attached. 

Thank you, 

***  Phone - Call - Inbound commitment updated on 05/30/2019 07:43:47 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/06/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/06/2019 09:35:09 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/13/2019 and updated by  Alex Villalpando ***

***  Email - External Email Sent created on 06/13/2019 11:09:14 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA] 
Sent: Thursday, June 13, 2019 11:09 AM
To: 'Mary E. Hoffman'
Subject: RE:  

Hi Mary,

Just wanted to follow up.

Thank you, 

***  Phone - Call - Inbound commitment updated on 06/13/2019 11:09:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/20/2019 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 06/20/2019 13:51:47 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
From: Mary E. Hoffman <mhoffman@gluck-allen.com> 
Sent: Friday, June 14, 2019 7:20 AM
To: Villalpando, Alex [KMA] <AVillalpando@Kiausa.com>
Subject: RE:  
Importance: High
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Case History

***  01/04/2019 10:37:52  ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 01/04/2019 09:37:06  and created by  Nancy Maldonado ***
Customer states
1. Car start on fire 
2. Had it towed home 
3. Fire department report taken 
Writer states:
1. I apologize for that scary incident 
2. Was any body hurt
Customer states 
1. No 
2. Scared but not hurt
3. My self my daughter my sister  were in the vehicle
Writer states:
1. I am going to asked you some questions so I can get this documented 
Customer states
1. I need a car the dealership is who I called and its been two week and they have not helped me 
Writer states
1. Where is the vehicle
Customer states
1. I had the vehicle towed home
2. That cost me 200. 
3. I am still paying a car payment for a burned car
Writer states:
1. I am going to send you case to national and they will be contacting you for further help
Customer states:
 When are they going to call me
Writer states:
1. You should be contacted by Tuesday
2. Please feel free to call if you have any more questions

***  Note - Others created on 01/04/2019 10:43:00  and created by  Nancy Maldonado ***
****Call to Action****
Forward to NCA
1. Customer alleges vehicle caught fire while driving
2. Vehicle is a customer address
3. Escalating to NCA for further handling
4. Follow accordingly

*** Case  is sent on 1/4/2019 10:46:2 by Nancy Maldonado 
To:  
Cc: nmaldonado@kiaconsumeraffairs.com 
Title: NO ACTION REQUIRED - Case Escalation:,  

***  01/04/2019 10:46:55  ***
Dispatched from WIPBin = Default to Queue National CA by Nancy Maldonado
Reason: 

***  01/07/2019 08:04:07 (GMT-08:00) Pacific Time (US & Canada) ***
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Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  01/07/2019 08:21:22 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Intro Calls of Ashley Vazquez by Jeff Stroup
Reason: 

***  01/07/2019 12:18:31  ***
Case moved into WIPBin Intro Calls and Sub Status of Assigned

***  Phone - Call - Outbound created on 01/07/2019 12:20:06  and created by  Ashley Vazquez ***
Wtr called customer but could not leave VM

***  Phone - Call - Outbound commitment created on 01/07/2019 12:20:33  with Commitment Date 01/08/2019 and 
created by  Ashley Vazquez ***

***  Phone - Call - Inbound created on 01/10/2019 11:12:57 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Meggan Gorley ***

 
1 I have been following up with my case and I was supposed to receive a call back and my veh was caught up in a 
fire and I was supposed to get my veh towed and I need to speak with someone

Writer States
1 I understand your concern and your frustration 
2 The case is with national let me see if I can get an update for you 
3 This case was dispatched 01/07/2019 we do have to allow 3 business days for the CM to follow up with you 
4 Ashley Vazquez is your CM I do have her contact number 
5 Provided number 

Cust States
1 I will wait for her to call me 
2 I have been dealing with the dealer 

***  Phone - Call - Outbound created on 01/10/2019 14:22:04  and created by  Ashley Vazquez ***
Wtr spoke with customer:
1. Calling in regards to case
2. Please advise
Mrs.   states:
1. I had driven my car to my moms house with my kids and when I was driving back it felt like the throttle was on 
the floor but then that went away right after
2. I continued driving with my kids and then I saw smoke in my rear view mirror
3. I pulled over and my car started catching in flames from the entire front end
4. The fire department and the police showed up and they put the fire
5. They told me they needed to investigate the car so they had it towed to a tow yard and it was returned to me afte  
2 days
6. They said that it might be an electrical fire
7. But I paid for my car to be returned to my home and it is currently here
8. I just wanted to know what I need to do
Wtr states:
1. Thank for the information and I do apologize that you were in this situation but I am happy to hear that you and 

-  

-  
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your family are safe
2. At this time I did want to request further information documents from you 
3. verified address, mileage, requested email and dealer that vehicle has been serviced at
4. Is your insurance involved?
5. Do you have any photos/reports in reference to your vehicle?
Customer states:
1. I do have reports from the investigation the fire department did that I can send
2. I can also take photos of the car because it is sitting in my driveway
3. I also wanted to ask about a loaner car for me?
Wtr states:
1. I will go ahead and send you an email requesting all that information from you
2. And i can look into possible getting you into a loaner car
depending on if the dealer has any available
Customer states:
1. thank you very much
2. I will send you everything I have today
Wtr thanked

***  Email - External Email Sent created on 01/10/2019 14:47:07  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Hello Mrs. 

Thank you for taking the time to speak with me. 

At this time I would like to request any photos, reports or other documents in regards to your vehicle. Once I have 
all that information on my end I will go ahead and review with my team and we will go from there regarding the next 
steps in your case. I will also go ahead and contact ALM Kia South for the loaner/rental vehicle that you are 
requesting. I will contact you as soon as I have further information.

Thank you,

***  Phone - Call - Inbound commitment created on 01/10/2019 14:47:34  with Commitment Date 01/11/2019 and 
created by  Ashley Vazquez ***

***  Phone - Call - Inbound commitment fulfilled on 01/11/2019 08:21:13  with Commitment Date 01/11/2019 closed 
by  Ashley Vazquez ***

***  Email - External Email Received created on 01/11/2019 08:21:14  and created by  Ashley Vazquez ***
Wtr received attachment photos from customer via 1983ashleycox@gmail.com

***  Phone - Call - Inbound commitment created on 01/11/2019 08:22:16  with Commitment Date 01/14/2019 and 
created by  Ashley Vazquez ***

***  Phone - Call - Inbound commitment fulfilled on 01/11/2019 17:56:05  with Commitment Date 01/14/2019 closed 
by  Ashley Vazquez ***

***  Others - Others created on 01/11/2019 17:56:07  and created by  Ashley Vazquez ***
Reviewed with Engineers

***  Others - Others created on 01/11/2019 17:59:15  and created by  Ashley Vazquez ***
PER LEGAL - WE HAVE BEEN INFORMED ABOUT THE OPERATIVE FACTS OF CASE  WE BELIEVE 
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THAT THERE IS A REASONABLE PROSPECT THAT THIS CASE MAY END UP IN LITIGATION AND REQUEST 
CA TO PERFORM AN INSPECTION TO PROTECT THE COMPANY IN THE EVENT OF LITIGATION. THIS WILL 
CONFIRM THAT ANY INSPECTION REPORTS WILL BE SUBJECT TO THE ATTORNEY CLIENT PRIVILEGE.

***  Email - External Email Sent created on 01/14/2019 12:11:53  and created by  Ashley Vazquez ***
Wtr called customer but could not leave VM

***  Email - External Email Sent created on 01/16/2019 08:25:06  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Mrs. 

I could not leave your phone a voicemail as the mail box is full. I did review your case with our engineers this past 
Friday and we do want to send an investigator out to look at your vehicle. I have verified with the investigator and he 
would like to go out to inspect your vehicle this Thursday  1/17  morning. Would it be possible for your landlord to 
allow your vehicle to remain at the location until our investigator is able to go out and look at your vehicle this week?

As for your rental, I do apologize as I had no luck finding you a loaner/rental vehicle at the dealer as it does depend 
on whether they have one available or a contract with a rental company. If you choose,  I can go ahead and 
reimburse you up to $35/day until your claim is complete. Please let me know if you have any other questions.

Thank you,

***  Phone - Call - Outbound created on 01/16/2019 11:59:13  and created by  Ashley Vazquez ***
Wtr called customer and could not leave VM

***  Email - External Email Sent created on 01/16/2019 12:11:33  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Mrs. 

I have just given you another call but could not get a hold of you or leave you a voicemail again. I would need 
authorization and confirmation of tomorrow’s inspection or I will have to cancel the inspection for tomorrow. Please 
respond with confirmation and authorization to inspect your vehicle tomorrow if you would like us to proceed.

Best,

***  Email - External Email Received created on 01/16/2019 14:39:50  and created by  Ashley Vazquez ***
customer emailed stating:
Yes mam you sure can have the attorney go out and after tomorrow it will have to be moved I spoke with an 
attorney last week because I might be evicted because of the car still being in his property

***  Email - External Email Received created on 01/16/2019 14:40:37  and created by  Ashley Vazquez ***
customer emailed stating:
I’m sorry I meant the inspector that will be fine but after that the car has to be moved and I also called the 
dealership and they stated  they had a car but it had to go through the company but that’s find just call me back 
when possible

***  Phone - Call - Outbound created on 01/16/2019 14:52:56  and created by  Ashley Vazquez ***
Wtr called customer stating:
1. I have received your emails
2. I wanted to verify with you again that the inspection for tomorrow is okay with you
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Customer states:
1. Yes my car can be looked at 
2. I am just wondering what is going to happen because I am getting told that I am going to get evicted
3. I want to know if I can get my vehicle moved out soon?
Wtr states:
1. Dependent on the results of the inspection tomorrow I can see what I will be able to do for her
Customer thanked

***  Phone - Call - Outbound created on 01/18/2019 09:06:09  and created by  Ashley Vazquez ***
Wtr spoke EFI investigator 1/17/18 for verbal results

***  Phone - Call - Outbound created on 01/18/2019 09:09:46  and created by  Ashley Vazquez ***
Wtr spoke with customer:
1. Calling in regards to case
2. I understand that you are requesting to have your vehicle moved out as soon as possible 
3. After the inspection, I spoke with the investigator and typically KMA waits for the report to arrive, but in this 
instance I had a verbal report and am still waiting for the written one
4. From his investigation he concluded the the origin of the fire was in the engine compartment while the cause of 
the fire was due to a hole in the engine block
5. At this time I wanted to let you know that I can offer to repurchase your vehicle for the KBB value of $12,500 and 
i can see about getting your vehicle moved out if you accept the offer
6. Do you still owe on the vehicle?
Customer states:
1. I still owe on my car about $15,000
Wtr states:
1. If you can give me your bank information so that I can contact them for the payoff and I will see what I can do for 
you
Customer states:
1. I will accept the repurchase offer please
2. I will send you the bank information
Wtr thanked

***  Email - External Email Received created on 01/18/2019 09:34:04  and created by  Ashley Vazquez ***
Customer emailed stating:
Elliott H.
Account Manager
 
Avid Acceptance, LLC
6995 Union Park Center, Suite 450
Cottonwood Heights, Ut 84047
Direct line 801-438-1256
Toll free 888-777-9190 ext. 5052
Fax 801-365-0155
 My Account number is  and the 10 pay off balance is 
14,452

***  Phone - Call - Outbound created on 01/18/2019 09:34:25  and created by  Ashley Vazquez ***
Wtr contacted elliot requested payoff #
Payoff: $14,452.19
Per Diem: $7.09251
10 Day: 1/27/19
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***  Phone - Call - Outbound created on 01/18/2019 09:36:25  and created by  Ashley Vazquez ***
Wtr contacted Alm Kia South, Atlanta West Kia, Kia Atlanta South, Ed Voyles Kia and were unable to assist with 
rental vehicle

***  Phone - Call - Outbound created on 01/18/2019 09:38:03  and created by  Ashley Vazquez ***
Wtr spoke with customer:
1. Calling in regards to case
2. I was able to get the pay off confirmation/document
3.I  will be able to assist you with the entire pay as gw. 
4. I did want to confirm with you that that is okay with you so we can get started to see about moving your vehicle
Customer states:
1. Yes that is okay
2. But my landlord does not want it here and is wanting it out by the 1st of February
Wtr states:
1. I will go ahead and see about when I will be able to get the vehicle towed out 
2. I would also need a copy of your registration if you can go ahead and send me that document
Customer states:
1. I will fax that to you
2. I also wanted to know about whether I will be getting a rental?
Wtr states:
1. I have contacted 3 dealers that have been unable to assist with the vehicle but I will go ahead and verify with a 
few more
Customer states:
1. Yes, because I really need one and I can't pay out of pocket
Wtr states:
1. I can't guarantee that a dealer will say yes as it is up to them, but I will go ahead and try
Customer thanked

***  Phone - Call - Outbound created on 01/25/2019 17:02:12  and created by  Ashley Vazquez ***
Wtr spoke with Sons KIA
1. calling in regards to case
2. requesting assistance for a rental for the customer and possibility of having the vehicle moved to your dlr?
Svc manager at Sons Kia states:
1. Yes, I can set her up in a rental until the vehicle arrives here
2. The vehicle can remain here as we have a back area where we can put it
Wtr thanked for assistance
1. will have vehicle towed

***  Email - External Email Sent created on 01/25/2019 17:03:54  and created by  Ashley Vazquez ***
wtr emailed customer stating:
Hello Mrs. 

I just wanted to follow up with you. I tried to give you a few calls, but could not leave a voicemail. 

I spoke with Sons Kia in McDonough, GA which is the dealer a bit farther from your area. They have let me know 
that I am able to have your vehicle towed there while the repurchase process is going on and once the vehicle 
arrives there he will be able to set you up with a rental vehicle. I will not be able to do so for you this evening as it is 
later in the day, but once I get back on Tuesday I will go ahead and get the process moving for the vehicle to be 
moved that day and for a rental to be set up with you.

Also, per our last conversation, please send me a copy of your registration.
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Thank you,

***  Note - Others created on 01/25/2019 17:04:57  and created by  Ashley Vazquez ***
vehicle was towed to Sons Kia on 1/22/19

***  Email - External Email Received created on 01/25/2019 17:05:31  and created by  Ashley Vazquez ***
Customer emailed stating:
Yes I was inquiring to see have you spoken with someone at Avid Acceptance and enterprise told me the car was 
only for one day if you could please reach out to me I have tried to call but no answer. I was also trying to see my 
mom said she would give me half the down payment I need and it’s 3000 if Kia could do 1500 as well because the 
price of the renter car is probably going to be more with I have

***  Phone - Call - Outbound created on 01/25/2019 17:05:56  and created by  Ashley Vazquez ***
wtr called customer 3 times but could not leave VM

***  Email - External Email Sent created on 01/25/2019 17:06:14  and created by  Ashley Vazquez ***
wtr emailed customer stating:
Mrs. 

I apologize, but I was out of the office yesterday.

I have tried to reach you but could not get through to your voicemail today. I have also called the dealer and had 
them extend your rental. However, repurchasing your vehicle is a process and I have requested for you to send me 
a copy of your registration. Without the registration I cannot move forward with the repurchase process. The 
process takes up to 40-60 days so please send me a copy of your registration at your earliest convenience. 

Thank you,

***  Phone - Call - Inbound commitment created on 01/25/2019 17:07:13  with Commitment Date 01/28/2019 and 
created by  Ashley Vazquez ***

***  Phone - Call - Outbound created on 01/29/2019 09:35:47  and created by  Ashley Vazquez ***
Wtr called customer but could not leave VM

***  Email - External Email Sent created on 01/29/2019 09:42:36  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Mrs. 

I have been unable to reach you through phone. As previously mentioned, I will not be able to assist with the 
repurchase without a copy of your registration as you still need to sign an offer letter. Please let me know if you will 
be sending that over.

Thank you,

***  01/29/2019 13:48:23  ***
Case moved into WIPBin Pending Customer Call Back and Sub Status of Assigned
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***  Phone - Call - Outbound created on 01/31/2019 12:35:51  and created by  Ashley Vazquez ***
Wtr called Avid Acceptance to confirm address for pay check
6995 Union Park Center, Suite 450
Cottonwood Heights, Ut 84047

***  02/07/2019 17:06:36  ***
Case moved into WIPBin Pending Customer Docs and Sub Status of Assigned

***  Email - External Email Received created on 02/08/2019 08:35:39  and created by  Ashley Vazquez ***
Customer emailed stating:
When you get a chance call you please give me a call please concerning the payment to avid acceptance. I was 
wondering if the payment is sent directly to them or me still waiting on taxes and I don’t know how long I have this 
rental for. I wanted to see if you can send them most of it and me enough for a down payment for a car and I finish 
paying them off please

***  Phone - Call - Outbound created on 02/08/2019 08:36:01  and created by  Ashley Vazquez ***
Wtr called customer and could not leave VM

***  Email - External Email Sent created on 02/08/2019 08:36:17  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Hello Mrs. 

I tried to give you a call and could not get a hold of you again. The payment is sent directly to the lien holder as the 
vehicle has to be paid off completely for KIA to complete the repurchase. I have extended the rental for you and I 
will follow up with you once the rental needs to be returned, but for now the rental does not need to be returned.

Best,

***  Phone - Call - Inbound commitment fulfilled on 02/08/2019 08:37:06  with Commitment Date 01/28/2019 closed 
by  Ashley Vazquez ***

***  Phone - Call - Inbound created on 02/19/2019 08:39:39  and created by  Ashley Vazquez ***
Wtr spoke with Elliot at Avid Acceptance:
Elliot states:
1. I have not rec'd check
2. Customer is stating she has completed everything on her end
3. I just wanted to check in and make sure everything was being done
Wtr states:
1. Yes, customer has sent in all documents
2. Repurchase is currently in process with our auditors 
3. Can take about 4-8 weeks before repurchase can be complete
Elliot states:
1. Okay thank you so much

***  Note - Others created on 02/19/2019 16:37:13  and created by  Ashley Vazquez ***
Morley Case # 299302

***  Note - Others created on 02/20/2019 09:41:39  and created by  Ashley Vazquez ***
Checks sent to Morley
Tracking Numbers: 6143 7150 6966
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***  Phone - Call - Inbound created on 03/12/2019 14:07:17  and created by  Ashley Vazquez ***
Customer left VM stating:
1. Call me back!
2. I am getting told that there has not been any payment
3. You need to call me back

***  Phone - Call - Outbound created on 03/13/2019 11:37:31  and created by  Ashley Vazquez ***
Wtr contacted Morley 299302
1. requesting status of case
Rep states:
1. We have been trying to get in contact with the customer to sign final documents but have been unable to reach 
hear both through phone and email
2. We are just waiting to set up a time to get everything taken care of but the customer is not returning our calls
Wtr states:
1. I will go ahead and let her know

***  Phone - Call - Outbound created on 03/13/2019 11:37:35  and created by  Ashley Vazquez ***
Wtr spoke with  
1. Calling in regards to case
2. Our surrender company has been trying to reach out to you to schedule a day to finalize documentation 
3. They have been unable to get a hold of you
Customer states:
1. I thought I had done everything already
2. This is crazy
3. what is there number? or just send it to my email because I am at work!
Wtr states:
1. I have sent you that information via email already
Customer thanked

***  Email - External Email Sent created on 03/13/2019 16:58:00  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Hello Mrs. 

I received your voicemail and called you 3 times with no answer and I could not leave a message as your voicemail 
is not set up. I contacted our surrender company Morley about the payment to your lienholder and it looks like they 
have been trying to reach you in regards to the surrender. They are trying to send you documents to sign but have 
been unable to get a hold of you. Please give them a call:
Morley VSPC 
800.518.3498
Case #:299302

Please let me know if you have any further questions.

Thank you,

***  Email - External Email Sent created on 03/13/2019 16:58:39  and created by  Ashley Vazquez ***
wtr called customer and could not leave vm

***  Phone - Call - Outbound created on 03/13/2019 16:59:30  and created by  Ashley Vazquez ***
Wtr spoke with rep at Morley:
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1. calling in regards to case
2. Has customer reached out to you?
Rep states:
1. I spoke with her and told her we can schedule a surrender for next week but I am waiting to hear back from her 
on that
2. We spoke with the lien holder about leaving the vehicle at the dealer until the documents can be signed
3. It looks like she has not been making payments on the vehicle or getting in contact with her lien holder either
4. I will be sending another email to follow up
Wtr thanked for information

***  Email - External Email Received created on 03/13/2019 17:02:37  and created by  Ashley Vazquez ***
Morley rep's cc'd emailed me in customer's email:
Hi 

I will need you to reply and specify a date and time for your surrender next week.  I would like to schedule you for 
THURSDAY 3/21 at noon.  Please let me know of that date and time will work for you.

I will not be able to delay your surrender appointment any further than the 21st, so please confirm that you will be 
there in a reply to this email immediately.  If we do not get you scheduled for the 21st, we will most likely cancel the 
case and send your lien payoff check back to the manufacturer.

The state will then be requiring that you keep up the registration and insurance on the vehicle as you will remain the 
owner of the vehicle. 

***  Phone - Call - Outbound created on 03/19/2019 11:46:47  and created by  Ashley Vazquez ***
Wtr called customer and could not leave VM

***  Email - External Email Sent created on 03/19/2019 14:22:48  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Hello Mrs. 

It looks like our surrender company has been trying to get a hold of you and have had no luck either through email 
or through your phone. At this time, your case is being canceled through them. If you would like to further proceed 
please give me a call. The rental vehicle also needs to be returned by the end of the day on March 21st or it will 
become customer pay after that date. If you have any further questions, please give me a call.

Thank you,

***  Phone - Call - Outbound created on 03/19/2019 14:27:55  and created by  Ashley Vazquez ***
Wtr spoke with Justin at GA098:
1. Calling in regards to case
2. I will be calling enterprise 678-432-0130 to let them know that the rental will only be covered until 3/21/19
3. After that it will become customer pay
4. Please send me the invoice after that date
5. I will also let the lien holder know so that they can have the vehicle towed
Justin thanked

***  Phone - Call - Outbound created on 03/19/2019 14:32:22  and created by  Ashley Vazquez ***
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Wtr spoke with enterprise 678-432-0130 
1. Calling in regards to customer reservation
2. We will no longer be assisting with the rental vehicle after the 21st
3. Will you be able to call the customer to advise them that the rental needs to be returned by the end of the day on 
the 21st?
Representative states:
1. Yes, I will let them know 
Wtr thanked

***  Phone - Call - Outbound created on 03/20/2019 11:46:59  and created by  Ashley Vazquez ***
Wtr spoke with Morley:
1. Calling in regards to case
Jennifer states:
1. We were able to reach the customer yesterday evening
2. She wants to get everything signed at GA101. 
3. We are waiting for her to give us a call back to schedule a date for next week
Wtr states:
1. Please let me know when that date is scheduled as right now the rental is only extended until tomorrow
Jennifer states:
1. The customer was supposed to call us 2 hours ago but we have not heard from her
Wtr states:
1. I will give her a call and send her an email as well
2. If you receive any information please let me know

***  Phone - Call - Outbound created on 03/20/2019 11:55:28  and created by  Ashley Vazquez ***
Wtr called   but could not leave a VM

***  Email - External Email Sent created on 03/20/2019 11:55:50  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Mrs. 

I have been trying to reach you and have had no luck reaching you through your phone or through email. Please let 
Morley know what date you will be going to get everything signed because the rental was only extended until 
tomorrow as I have not heard back from you. If I do not hear back from you today with a date for the surrender, the 
rental will have to be returned by the end of the day tomorrow or it will become customer pay. Please give me a call 
to discuss further. 

Thank you,

***  Phone - Call - Outbound created on 03/20/2019 12:03:14  and created by  Ashley Vazquez ***
Wtr contacted Josh from Avid Acceptance and left VM for c/b

***  Phone - Call - Outbound created on 03/22/2019 11:01:41  and created by  Ashley Vazquez ***
  called stating:

1. I have not heard anything back
2.I spoke with someone at that company and they told me they were going to send me documents
3. Now I am hearing that I have to go to the dealer to sign documents
4. Why cant you guys just pay the car?
Wtr states:

 

-  
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1. Apologized but we have been trying to reach you for the past few weeks and have had no luck reaching you 
through email or phone
2. Our surrender company wanted to schedule a date for documents to be signed
3. You case was going to be canceled as we were not hearing back from you
Customer states:
1. Well I am not just going to wait around for the phone to ring
2. I will call them right now!

***  Phone - Call - Outbound created on 03/22/2019 11:02:09  and created by  Ashley Vazquez ***
Wtr spoke with rep at Morley:
1. Calling in regards to case
2. I wanted to verify that customer called in
Morley states:
1. Yes we finally spoke with the customer
2. The transfer will take place this week the 28th at Alm Kia South
Wtr thanked for information

***  Phone - Call - Outbound created on 04/01/2019 08:55:49  and created by  Ashley Vazquez ***
Wtr spoke with Morley:
1. Customer did not attend surrender appointment
2. All information regarding the appointment was sent to her via email
3. She went there a day late during after hours
4. Contacted Svc manager at Alms Kia but have not heard back in regards to whether the documents were signed
Wtr states:
1. Thank you for information
2. I will contact both the dlr and customer

***  Phone - Call - Outbound created on 04/01/2019 12:48:01  and created by  Ashley Vazquez ***
Wtr called Alms Kia South 4 times but could not get through to anyone in service

***  Phone - Call - Outbound created on 04/01/2019 12:48:23  and created by  Ashley Vazquez ***
Wtr called customer and could not leave VM

***  Phone - Call - Outbound created on 04/09/2019 09:45:37  and created by  Ashley Vazquez ***
Wtr spoke with Morley
1. Calling in regards to case
2. Please advise

Morley states:
1. Customer was at her appointment and rec'd her paperwork but she has not had the documents notarized or sent 
back to us yet
2. We have tried to reach her and have not heard back

Wtr states:
1. Thank you for information
2. I will go ahead and reach out to her

***  Phone - Call - Outbound created on 04/09/2019 09:47:50  and created by  Ashley Vazquez ***
Wtr called customer 3 times and could not leave vm
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Wtr called Morley requesting status on case
1. Documents have not been rec'd

***  Phone - Call - Outbound created on 04/16/2019 10:38:55  and created by  Ashley Vazquez ***
Wtr called   and could not leave VM for c'b

***  Phone - Call - Outbound created on 04/17/2019 09:34:32  and created by  Ashley Vazquez ***
Wtr called   and could not leave VM for c'b

***  Note - Others created on 05/03/2019 18:46:04  and created by  Ashley Vazquez ***
Morley rec'd most documents.
1. Requesting license

***  Note - Others created on 05/03/2019 18:46:42  and created by  Ashley Vazquez ***
Pending Rental Invoices from dlr

***  Note - Others created on 06/12/2019 08:58:13  and created by  Ashley Vazquez ***
Supplemental check to dlr and EFI submitted 6/6/19

***  Note - Others created on 06/12/2019 14:11:07  and created by  Ashley Vazquez ***
EFI Check Sent 6/12/19
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Case History

***  10/25/2018 08:40:06 (GMT-08:00) Pacific Time (US & Canada) ***
Contact =  Priority = Escalated, Sub Status = Working

***  Fax - Fax Received created on 10/25/2018 08:40:19 (GMT-08:00) Pacific Time (US & Canada) and created by  
Stephanie Mondragon ***
NCA rec'd letter from Dairyland Auto. Letter states:
1. Our insured's 2017 Kia Optima is a total loss due to fire. 
2. We are placing you on notice of this loss and require your participation. 
3. Promptly respond and acknowledge your receipt within 10 days of your receipt of this letter. 
Attaching and dispatching to NCA.

***  10/25/2018 08:42:54 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Stephanie Mondragon
Reason: 

***  10/26/2018 07:32:36 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  10/26/2018 07:53:59 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 24/24 of Samuel Kim by Jeff Stroup
Reason: 

***  10/26/2018 10:11:14 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

***  Letter - Letter Received created on 11/01/2018 16:24:20 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Stephanie Mondragon ***
NCA rec'd DUP letter from Dairyland Auto. Attaching to case.

***  Note - Others created on 11/02/2018 12:40:06 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Copart Raleigh location in Dunn, NC. Lot number 50311588

***  Phone - Call - Outbound created on 11/02/2018 13:06:54 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Dairyland Auto Insurance and spoke with Claims Representative II Subrogation Julie Mouw (800)334-0090, 
extension 3469376
Writer states:
1. Calling in regards to claim number 

Insurance states:
1. We were notified immediately following the loss
2. Our insured had just left her mom's house, was planning a 10 minute trip
3. No warning lights, the car was operating as usual when it started spontaneously smoke
4. The driver advised they had stopped on the roadway due to mechanical issues
5. The driver and his children exited the vehicle
6. While stopped a passerby said the car was on fire
7. According to our insured, it appeared to being underneath the car and burn all the way up
8. When it caught on fire, he contacted the dealership and they arranged to have the vehicle picked up, but brought 
to a different dealership
9. Someone from that dealership called and said you have to have the vehicle picked up
10. So we arranged for Copart to pick up the vehicle
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11. Our insured stated they purchased the vehicle new, but that is not that case
12. No concern before this
13. The insured bought the vehicle 12/9/2017

Writer states:
1. Requested photos and copy of Police and/or Fire Report
2. Gave call back number, email address, fax number, mailing address and Kia case number
3. Once I receive it, I will follow up with you

Insurance states:
1. The Zebulon Fire Department arrived along with Middlesex Volunteer Fire Department
2. The fire rescue squad said it was mechanical
3. Thank you

***  11/02/2018 13:13:59 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 10/26 (Friday) and Sub Status of Assigned

***  Note - Others created on 11/02/2018 17:09:54 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Reviewed case with KMA Engineer

***  11/02/2018 17:11:14 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Review and Sub Status of Assigned

***  Note - Others created on 11/05/2018 13:29:35 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
PER LEGAL - WE HAVE BEEN INFORMED ABOUT THE OPERATIVE FACTS OF CASE  WE BELIEVE 
THAT THERE IS A REASONABLE PROSPECT THAT THIS CASE MAY END UP IN LITIGATION AND REQUEST 
CA TO PERFORM AN INSPECTION TO PROTECT THE COMPANY IN THE EVENT OF LITIGATION. THIS WILL 
CONFIRM THAT ANY INSPECTION REPORTS WILL BE SUBJECT TO THE ATTORNEY CLIENT PRIVILEGE.

***  Phone - Call - Outbound created on 11/06/2018 12:45:54 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Dairyland Auto Insurance and spoke with Claims Representative II Subrogation Julie Mouw (800)334-0090, 
extension 3469376
Writer states:
1. Calling in regards to claim number 
2. I have not received an email
3. Kia would like to participate in a joint inspection

Insurance states:
1. I have a meeting on that, I'm glad you reached out to me
2. I was going to send you a Fire Report, but I waited on it because I needed some clarifications, specifically 
conflicting information
3. I actually went and listened to the recorded conversation
4. Our insured reported no mechanical issues, it was driving fine
5. The vehicle was pulled to the side of the road, not because of mechanical issues but because of smoke
6. However, the report advised the vehicle was pulled over due to mechanical issues
7. So I had a few more questions on it
8. One of the things I know we're going to discuss is to determine what type of expert
9. We have the vehicle wrapped and preserved
10. Let me find out some more information and I'll get back to you
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Writer states:
1. Thank you

***  Letter - Letter Received created on 11/09/2018 10:01:42 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Stephanie Mondragon ***
NCA rec'd DUP subrogation letter. Attaching to case

***  Email - External Email Received created on 11/09/2018 10:13:28 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com)
Samuel,

I have attached the Fire Department Report for this loss, per your request. I have contacted the Town of Zebulon to 
determine who may have additional information related to this loss as it appears as though Middlesex Fire Dept 
was first on the scene and Wake SO handled the call for the North Carolina State Highway Patrol. If additional 
reports are found, I will provide you with that information.

Our request for a possible report from the Zebulon PD resulted in no findings, as did our request to the North 
Carolina DMV. The vehicle is currently being preserved at the following address: 310 Copart Rd., Dunn. North 
Carolina, 28334. I have submitted my request for a Fire Investigation for this loss and requested that our 
investigator coordinate scheduling with you.

If our insured obtained photos at the scene, I am yet to receive them in our claim file. I have sent an email to our 
insured to request an update on the status of our pending information.

Feel free to contact me with questions.

Julie Mouw
Claims Representative II | Subrogation Department
Peak Property and Casualty Insurance Company
715 346 9376 | 800 473 6879 Ext. 346 9376 TOLL | 800 999 4642 FAX
julie.mouw@sentry.com

Sentry Insurance 
PO Box 8043  
Stevens Point, Wisconsin 54481 
 
sentry.com

***  Email - External Email Sent created on 11/09/2018 10:18:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com)
Hi Julie,

We would like to have EFI Global inspect this vehicle on our behalf.

***  11/09/2018 12:05:39 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Inspection (3rd Party) and Sub Status of Assigned
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***  Email - External Email Received created on 11/09/2018 12:06:02 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com)
Thank you Samuel. Would you like us/our investigator to coordinate with EFI directly? If so, who would you like us 
to use as our contact?

The preliminary dates I have are: Nov. 19, 20, 21, 26, 27 and then into Dec. Not all of those dates have been 
verified to be available have been offered as preliminary options. I am forwarding them in the event that your expert 
may have some dates of availability in common.

***  Email - External Email Sent created on 11/09/2018 12:06:33 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com)
Once EFI has assigned this case to an expert, I will CC him/her onto this email.

***  Email - External Email Sent created on 11/14/2018 12:17:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent inspection request to EFI Global

***  Phone - Call - Inbound created on 11/15/2018 16:23:07 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Andrew Barnott at EFI Global, Inc.
1. Hello Samuel
2. This is Andrew Barnott, fire investigator with EFI Global
3. Giving you a call in reference to claim number 
4. This is in regards to a 2017 Kia Optima in Dunn, NC
5. If you would, give me a call back at your earliest convenience
6. The best number to reach me at is (704)607-0883
7. Thank you

***  11/15/2018 16:24:34 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Inspection Results Pending and Sub Status of Assigned

***  11/26/2018 13:10:48 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 11/9 (Friday) and Sub Status of Assigned

***  Phone - Call - Inbound created on 11/27/2018 18:20:25 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hello my name is 
2. I am calling on behalf of a recent fire that I had with my Kia
3. My claim number is 
4. And if you can, give me a call back at 
5. Again 
6. Have a great day

***  Email - External Email Sent created on 11/28/2018 13:05:53 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Project Coordinator Jordyn Cory at EFI Global (jcory@uis-usa.com)
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Do you have Andrew Barnott’s contact information by any chance.

***  11/28/2018 13:23:13 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 11/26 (Monday) and Sub Status of Assigned

***  Email - External Email Sent created on 11/28/2018 13:31:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com) and CC'd Andrew Barnott at EFI Global (andrew.barnott@efiglobal.com) and Project 
Coordinator Freda Florence (fflorence@uis-usa.com)
Hi Julie,

I don’t know if you and EFI Global have been in contact with each other, but Mr. Andrew Barnott from EFI Global 
was assigned this case. Could you let me know when an inspection date is confirmed.

***  Email - External Email Received created on 11/28/2018 15:30:22 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Fire Investigator Andrew Barnott at EFI Global (abarnott@uis-usa.com)
The inspection took place yesterday 11/27/18. A jump drive of the photos was sent via Fed Ex this afternoon to you  
attention. Per your instructions a verbal report was not provided and a written report will be prepared. If you would 
like a verbal report I’d be happy to discuss the findings with you. The best number to reach me at is 704-607-0883. 

Best Regards, 

Andrew D. Barnott, NC-CFI, CFEI, CVFI, IAAI-FIT | Fire Investigator
EFI Global, Inc.
Charlotte, North Carolina 
Office 704-426-6130 | Fax 704-426-6152
Cell 704-607-0883 | EMAIL andrew.barnott@efiglobal.com
www.efiglobal.com | Caring counts®

***  Email - External Email Received created on 11/28/2018 15:31:52 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Claims Representative II Subrogation Julie Mouw at Dairyland Auto Insurance 
(julie.mouw@sentry.com)
Good afternoon Samuel,

The inspection occurred yesterday and has been completed.  Due to the holiday and schedules, I provided Mr. 
Barnott with the contact information for our investigator and asked that they coordinate the inspection amongst 
themselves, which they were both glad to do. They both decided on a date that worked best and that was 
yesterday.

I have Mr. Barnott’s number and email if you need it, let me know.

***  Phone - Call - Outbound created on 11/28/2018 16:10:30 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with  
Writer states:
1. Calling in regards to a 2017 Kia Optima

Customer states:
1. I was trying to figure out about some warranties, but I've been talking to Julie Mouw
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2. My GAP still hasn't went through

Writer states:
1. Your vehicle was inspected yesterday
2. Writer explained to customer subrogation process
3. If you have any questions or concerns, please feel free to contact us
4. Gave call back number

Customer states:
1. Okay, thank you

***  Letter - Letter Received created on 11/29/2018 16:46:47 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received physical media from Fire Investigator Andrew Barnott at EFI Global via Fedex. Tracking number 
773824199414

***  Email - External Email Received created on 12/10/2018 11:49:34 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com) and sent to Fire Investigator Donel Braxton at Nefco Fire Investigations:
Good afternoon Donel and Samuel,

I’m the new subrogation adjuster assigned to this file (Julie Mouw is no longer with Peak Property and Casualty) so 
I request that all future inquires be directed to my attention.  

Upon reviewing the file notes of my predecessor, it appears that a vehicle inspection took place around November 
27th.  Would you please furnish me with a copy of this report upon its completion?  

I’ll be working with management on how to proceed from here once I have a better understanding of what took 
place prior to my assignment.

Sincerely,

Terri Anderson
Claim Representative 2  |  Subrogation
Toll-free (800) 334-0090 x4595482  |  Fax (888) 729-2225
terri.anderson@sentry.com

Peak Property and Casualty Insurance Corporation
PO Box 8043
Stevens Point, WI 54481

***  Email - External Email Sent created on 12/10/2018 14:27:48 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com) and CC'd Fire Investigator Donel Braxton at Nefco Fire Investigations:
Hi Terri,

Thank you for reaching out to us. Unfortunately, I am not able to provide you with a copy of the report. But what I 
can do is provide you with KMA’s response upon completion of our expert’s report.

Please let me know if you have any questions.



 Kia Motors America 
Consumer Affairs Department

Page 7 of 9

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:

5XXGT4L39HG
2017 OPTIMA

17,635
01/20/2017

Complaint
Quality

Product Liability
Fire/Explosion

***  Email - External Email Received created on 12/21/2018 11:14:13 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from Senior Project Coordinator Judy Ratchford at EFI Global (jratchford@uis-usa.com) and CC'd 
to Andrew Barnott (abarnott@uis-usa.com) and Project Coordinator Freda Florence (freda.florence@efiglobal.com)
Dear Mr. Samuel Kim:

Please find attached, our Fire Investigator, Andrew Barnott’s completed report in reference to the above loss 
assignment from you.

Also attach is our invoice for his investigative activities on same.  (Please forward for payment.  Thank you!)

If you should have any questions, please feel free to contact us.

As always, thank you for selecting EFI Global as part of your investigative team. 

Judy Ratchford | Senior Project Coordinator
EFI Global
Charlotte, NC
DIRECT 704.625.5868 | FAX 704.426.6152
EMAIL Judy.Ratchford@efiglobal.com
www.efiglobal.com | Caring counts®

***  12/21/2018 11:21:53 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Inspection Results Pending and Sub Status of Assigned

***  01/03/2019 12:33:06 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Review and Sub Status of Assigned

***  Email - External Email Received created on 01/03/2019 12:39:34 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com)
Good afternoon Samuel,

Would you please provide our office with status of the fire investigation for our insured’s 2017 Kia Optima LX, VIN 
5XXGT4L39HG1   Is Kia going to accept responsibility for this fire loss under the recall?
This vehicle is currently on a seller hold with Copart until you have concluded your investigation.  

Sincerely,

Terri Anderson
Claim Representative 2  |  Subrogation
Toll-free (800) 334-0090 x4595482  |  Fax (888) 729-2225
terri.anderson@sentry.com

Peak Property and Casualty Insurance Corporation
PO Box 8043
Stevens Point, WI 54481
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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:

5XXGT4L39HG
2017 OPTIMA

17,635
01/20/2017

Complaint
Quality

Product Liability
Fire/Explosion

***  Note - Others created on 01/10/2019 21:26:54 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
TREAD review complete

***  Note - Others created on 01/11/2019 11:26:40 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Reviewed case w/ KMA Engineer:
1. Report states "The oil drain pan plug was not in place at the time of the examination."
2. We believe the cause of this fire was the drain pan plug was not torqued properly at the most recent oil change

***  Email - External Email Sent created on 01/14/2019 13:42:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com)
Hi Terri,

I’m sorry for the delay. The following observation(s) were made during our expert’s inspection:

• The oil drain plug was not in place at the time of the examination

We believe the cause of this fire was because the drain pan plug was not properly torqued at the most recent oil 
change. Kia Motors America, Inc. (“KMA”) is not making a settlement offer at this time.

If you have any additional questions or concerns, please do not hesitate to contact us.

***  01/14/2019 13:54:17 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: 144045 Submitted

***  Email - External Email Received created on 01/16/2019 10:28:52 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com)
Hello Samuel,

Do you have photographic evidence that the oil drain plug was not in place?  My inspector did not note that in his 
report to us and I believe our inspectors worked together on this inspection.

Terri Anderson
Claim Representative 2  |  Subrogation
Toll-free (800) 334-0090 x4595482  |  Fax (888) 729-2225
terri.anderson@sentry.com

Peak Property and Casualty Insurance Corporation
PO Box 8043
Stevens Point, WI 54481

***  Email - External Email Sent created on 01/16/2019 10:30:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Claim Representative Terri Anderson at Peak Property and Casualty Insurance Corporation 
(terri.anderson@sentry.com)
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Page 9 of 9

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:

5XXGT4L39HG
2017 OPTIMA

17,635
01/20/2017

Complaint
Quality

Product Liability
Fire/Explosion

Hi Terri,

Yes of course, please see attached.

***  02/12/2019 15:11:27 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: 144045 Submitted

***  02/12/2019 16:21:17 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: 144045 Final Approved

***  Letter - Letter Sent created on 02/14/2019 13:30:02 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Sent check to EFI Global, Inc. via Fedex. Tracking number 614371506808

***  02/14/2019 13:30:59 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Samuel Kim with Resolution Code : Information Given
[Resolution Summary]

***  03/26/2019 14:31:58  ***
Reopened by Ashley Vazquez with Sub Status of Working

***  03/26/2019 14:32:16  ***
Inspection requested by KMA62020
Request Code: PLThirdParty-- 32619
Request Details: 

***  03/26/2019 14:34:05  ***
Closed by Ashley Vazquez with Resolution Code : Information Given
[Resolution Summary]
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Metlife 
Aliya Ahmed 
P.O. Box 2204 
Charlotte, NC 28241 



   

 
  
   

   

   
  

 
 

 

   

   
 

           
           

           

   

           
               
           

              
   

 

  
   

    



Metlife 
Aliya Ahmed 
P.O. Box 2204 
Charlotte, NC 28241 



May 23, 2018 

Metlife 
Aliya Ahmed 
P.O. Box 2204 
Charlotte, NC 28241 

RE: Your Insured:    
Claim Number:  SLG81701 
Vehcile: 2016 Kia Optima 

      VIN:   5XXGU4L37GG  
Case:   

Dear Aliya Ahmed: 

In order to evaluate your request, we need specific information regarding 
your insured’s accident and vehicle. Please send copies of the following 
documents to my attention at the above address or by email: 

 Maintenance Records 

Upon receipt of necessary documents, your request will be reviewed. You 
will be notified either by phone or in writing of the results of such review. 
We will be closing the case until further documents are received. 

We at Kia Motors America, Inc. wish to thank you in advance for your 
courtesy and cooperation. 

Sincerely, 

Alex Villalpando 
National Consumer Affairs 
Kia Motors America, Inc. 
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1/18/2019 2016 Kia Optima LX Sedan 4D Trade In Values | Kelley Blue Book

https://www.kbb.com/kia/optima/2016/lx-sedan-4d/?vehicleid=413190&intent=trade-in-sell&mileage=69000&pricetype=private-party&condition=verygo… 3/3

How to Improve Resale Value
Whether selling or trading in, get the most for your car with these tips. Watch video










