PE19-004
KIA
6/28/2019
DEFECT A
CA FILES
OPTIMA

2016 OPTIMA_ACCIDENT
SCRIPTS _ALLEGED DEFECT
A EXPANDED SCOPE



Accident Report
Case N

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

-’- --

A-3) Do You Own the Vehicle?

Yes

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

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

12/16/2018 03:31:00

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

It had rained but not raining

A-7) What Speed was the Vehicle Traveling?

65

B-1) Were any Other Vehicles Involved in the Accident?

No
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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?

No

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

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

Accident Report
Case N

Report Details

Accident Report
Case

Report Details
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Accident Report
Case I

Report Details

A-1) Who owns the vehicle?

Ido

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?

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

None

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

n/a

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

Sneakers, umbrellas - nothing towed

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

10/23/2017 03:30:00

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

No other
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B-2) What time was 911 called?

no

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

Dry - no rain

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

No

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

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

On

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?

no

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

in front of 1 Sawmill River Pkwy

Page 2 of 3



C-1) Which fire agency responded?

I dont know

C-2) What is the fire report number?

n/a

D-1) Where is the vehicle now?

At Brendans Auto Body

D-2) Have any repairs been completed?

No - it is a total loss

D-3) Was the insurance company contacted?

Met Life

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

no

D-5) What action are you requesting of Kia?

we want our money back for the car
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Kia Motors America
Consumer Affairs Department

Page 1 of 12
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxoUnyGoill N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

***10/30/2017 09:30:04 (GMT-07:00) Arizona ***
Contact = || jjl} I Pricrity = 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

wir 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 VINof 2016 OPTIMA Case Number Mileage
I scxoUnyGoill N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 | 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. | 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

Page 4 of 12
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxoUnyGoill N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 VINof 2016 OPTIMA Case Number Mileage
I scxaua sG]l N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 | 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

Page 6 of 12
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxaua sG]l N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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) anc
created by Alex Villalpando ***

Subject: SLG81701 - MetLife |||z IGN

Hi-

| 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 ||| |z TN

Hello Aliya,

| 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.



Kia Motors America
Consumer Affairs Department
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Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxaua sG]l N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 ||| N I / <2 Cas<# N

Hello Aliya,
| 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. | 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:



Kia Motors America
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Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxoUnyGoill N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 WIPBIin 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.






Kia Motors America
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Last name First name VINof 2016 OPTIMA Case Number Mileage
. E scxaua sG]l N 2000
, , Prod. Date: 03/02/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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, | can offer to settle for $10,185.13 inclusive.
Please advise if your client would like to accept so | 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 VINof 2016 OPTIMA Case Number Mileage

I scxoUnyGoill N 2000
, , Prod. Date: 03/02/2016 Dealer:

Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability

Kia Case Type Lvi2: Quality Kia Case Type Lvl4: 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 NN I

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 NN NN

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: Hig
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] 5XXGTAL33GGY B o0
McDonough GA, 30253 Prod. Date: 04/19/2016 Dealer: GA098 Sons KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

***01/04/2019 10:37:52 ***
Contact = ||} Il 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. | apologize for that scary incident

2. Was any body hurt

Customer states

1. No

2. Scared but not hurt

3. My self my daughter |||y sister | V<< in the vehicle
Writer states:

1. I am going to asked you some questions so | can get this documented

Customer states

1. I need a car the dealership is who | called and its been two week and they have not helped me
Writer states

1. Where is the vehicle

Customer states

1. | 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:, ||| | | | | j ] I

***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 WIPBIin 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 ***
Witr 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 ***

! | !av&en following up with my case and | was supposed to receive a call back and my veh was caught up in a
fire and | was supposed to get my veh towed and | 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 | 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 | do have her contact number

5 Provided number

Cust States
1 1 will wait for her to call me
2 | 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 | was driving back it felt like the throttle was on
the floor but then that went away right after

2. | continued driving with my kids and then | saw smoke in my rear view mirror

3. | 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 | paid for my car to be returned to my home and it is currently here

8. | just wanted to know what | need to do

Witr states:

1. Thank for the information and | do apologize that you were in this situation but | am happy to hear that you and
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your family are safe

2. At this time | did want to request further information documents from you

3. verified address, mileage, requested email and dealer that vehicle has been serviced at
4. |s your insurance involved?

5. Do you have any photos/reports in reference to your vehicle?

Customer states:

1. 1 do have reports from the investigation the fire department did that | can send
2. | can also take photos of the car because it is sitting in my driveway

3. | also wanted to ask about a loaner car for me?

Witr states:

1. 1 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. | will send you everything | 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 | would like to request any photos, reports or other documents in regards to your vehicle. Once | have
all that information on my end | will go ahead and review with my team and we will go from there regarding the next
steps in your case. | will also go ahead and contact ALM Kia South for the loaner/rental vehicle that you are
requesting. | will contact you as soon as | 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 ***
Wir 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 ***

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

*** Qthers - 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 |l VVE BELIEVE
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THAT THERE IS A REASONABLE PROSPECT THAT THIS CASE MAY END UP IN LITIGATION AND REQUEST
CATO 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 ***
Witr called customer but could not leave VM

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

Mrs.-

| could not leave your phone a voicemail as the mail box is full. | did review your case with our engineers this past
Friday and we do want to send an investigator out to look at your vehicle. | have verified with the investigator and h
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, | do apologize as | 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, | 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 ***
Witr 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:
VIEN

| have just given you another call but could not get a hold of you or leave you a voicemail again. | would need
authorization and confirmation of tomorrow’s inspection or | 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 | spoke with an
attorney last week because | 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 | meant the inspector that will be fine but after that the car has to be moved and | 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 ***
Wir called customer stating:

1. | have received your emails

2. | 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. 1 am just wondering what is going to happen because | am getting told that | am going to get evicted
3. I want to know if | can get my vehicle moved out soon?

Witr states:

1. Dependent on the results of the inspection tomorrow | can see what | 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 ***
Wir 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. | understand that you are requesting to have your vehicle moved out as soon as possible

3. After the inspection, | spoke with the investigator and typically KMA waits for the report to arrive, but in this
instance | 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 | wanted to let you know that | 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. | still owe on my car about $15,000

Witr states:

1. If you can give me your bank information so that | can contact them for the payoff and | will see what | can do for
you

Customer states:

1. I will accept the repurchase offer please

2. | 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 [ ij 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. | was able to get the pay off confirmation/document

3.1 will be able to assist you with the entire pay as gw.

4. | 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

Witr states:

1. I will go ahead and see about when | will be able to get the vehicle towed out

2. | 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. | also wanted to know about whether | will be getting a rental?

Witr states:

1. I have contacted 3 dealers that have been unable to assist with the vehicle but | will go ahead and verify with a
few more

Customer states:

1. Yes, because | really need one and | can't pay out of pocket

Witr states:

1. | can't guarantee that a dealer will say yes as it is up to them, but | 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 dir?
Svc manager at Sons Kia states:

1. Yes, | 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.-

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

| spoke with Sons Kia in McDonough, GA which is the dealer a bit farther from your area. They have let me know
that | 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. | will not be able to do so for you this evening as it is
later in the day, but once | get back on Tuesday | 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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*** 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 | 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 | have tried to call but no answer. | was also trying to see my
mom said she would give me half the down payment | 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 | 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:
VIS |

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

| have tried to reach you but could not get through to your voicemail today. | have also called the dealer and had
them extend your rental. However, repurchasing your vehicle is a process and | have requested for you to send me
a copy of your registration. Without the registration | 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 ***
Witr 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:
VIEN

| have been unable to reach you through phone. As previously mentioned, | 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 ***
Witr 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. | was
wondering if the payment is sent directly to them or me still waiting on taxes and | don’t know how long | have this
rental for. | wanted to see if you can send them most of it and me enough for a down payment for a car and | finish
paying them off please

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

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

Hello Mrs.-

| 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. | have extended the rental for you and |
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. | just wanted to check in and make sure everything was being done
Witr 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. | 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
Witr 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 | had done everything already

2. This is crazy

3. what is there number? or just send it to my email because | am at work!

Witr 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 ***
Witr emailed customer stating:

Hello Mrs.-

| received your voicemail and called you 3 times with no answer and | could not leave a message as your voicemail
is not set up. | 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. | spoke with her and told her we can schedule a surrender for next week but | 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. | 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

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

| 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 ***
Witr 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. | 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, | will let them know

Wtr thanked

*** Phone - Call - Outbound created on 03/20/2019 11:46:59 and created by Ashley Vazquez ***
Wir 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

Witr 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

Witr 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 ***
Witr called |JJjijj Il but could not leave a VM

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

Mrs.-

| 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 | have not heard back from you. If | 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 ***
Wir 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 ***

H [l called stating:
. I'have not heard anything back

2.1 spoke with someone at that company and they told me they were going to send me documents
3. Now | am hearing that | have to go to the dealer to sign documents

4. Why cant you guys just pay the car?

Witr 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 | am not just going to wait around for the phone to ring

2. 1 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. | 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

Wir thanked for information

*** Phone - Call - Outbound created on 04/01/2019 08:55:49 and created by Ashley Vazquez ***

Wir 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
Witr states:

1. Thank you for information

2. | will contact both the diIr and customer

*** Phone - Call - Outbound created on 04/01/2019 12:48:01 and created by Ashley Vazquez ***
Witr called Aims 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 ***
Witr 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

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

*** Phone - Call - Outbound created on 04/09/2019 09:47:50 and created by Ashley Vazquez ***
Wir called customer 3 times and could not leave vm
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Wir 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 ***
Wir called [Jjijj i} 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 dir

*** Note - Others created on 06/12/2019 08:58:13 and created by Ashley Vazquez ***
Supplemental check to dir 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 = |||} } I Fricrity = 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 1l Subrogation Julie Mouw (800)334-0090,
extension 3469376

Writer states:

1. Calling in regards to claim number ||| Gz

Insurance states:

. We were notified immediately following the loss

. Our insured had just left her mom's house, was planning a 10 minute trip

. No warning lights, the car was operating as usual when it started spontaneously smoke

. The driver advised they had stopped on the roadway due to mechanical issues

. The driver and his children exited the vehicle

. While stopped a passerby said the car was on fire

. According to our insured, it appeared to being underneath the car and burn all the way up
. 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

O~NO D WN -
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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 | receive it, | 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 CASEM WE BELIEVE
THAT THERE IS A REASONABLE PROSPECT THAT THIS CASE MAY END UP IN LITIG D 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 1l Subrogation Julie Mouw (800)334-0090,
extension 3469376

Writer states:

1. Calling in regards to claim number ||| Gz

2. | 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. | was going to send you a Fire Report, but | waited on it because | needed some clarifications, specifically
conflicting information

. 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 | had a few more questions on it
8
9
1

w

. One of the things | know we're going to discuss is to determine what type of expert
. We have the vehicle wrapped and preserved
0. 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) anc
created by Samuel Kim ***

Received email from Claims Representative Il Subrogation Julie Mouw at Dairyland Auto Insurance
(julie.mouw@sentry.com)

Samuel,

| have attached the Fire Department Report for this loss, per your request. | 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, | 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. | 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, | am yet to receive them in our claim file. | 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 Il | 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 || 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) anc
created by Samuel Kim ***

Received email from Claims Representative Il 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 | 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. | 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 Il Subrogation Julie Mouw at Dairyland Auto Insurance
(julie.mouw@sentry.com)

Once EFI has assigned this case to an expert, | 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

. This is Andrew Barnott, fire investigator with EFI Global

. Giving you a call in reference to claim numberF

. This is in regards to a 2017 Kia Optima in Dunn,

. If you would, give me a call back at your earliest convenience

. The best number to reach me at is (704)607-0883
. Thank you

NOoO O~ WN

*** 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

2.1 am calling on be!a ! o! a recent fire that | had with my Kia

3. My claim number isq
me a call back at ||| G-

4. And if you can, give
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 Il 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,

| 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) anc
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) anc
created by Samuel Kim ***

Received email from Claims Representative Il 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, | 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.

| 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 ***

Galled and spoke it N I

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) anc
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
| 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 | 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, | am not able to provide you with a copy of the report. But what |
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.
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*** Email - External Email Received created on 12/21/2018 11:14:13 (GMT-08:00) Pacific Time (US & Canada) anc
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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*** 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 | 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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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-Jj i} 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: e

Claim Number: SLG81701

Vehcile: 2016 Kia Optima
VIN: 5xXGU4L37GCIIN
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:

e 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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Claim #: SLG81701 1
Workfile 1D: 3f8013b5
Estimate of Record
2016 KI A Optima EX 4D SED 4-2.4L Gasoline Gasoline Direct injection Tan
Overhead Console FM Radio SEATS
Wood I nterior Trim Stereo Bucket Seats
11/6/2017 11:13:05 AM 136059 | 1.6.09.03151 Page 2
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Qaim #: B

Workfile 1D: 3f8013b5
Estimate of Record

2016 KIA Optima EX 4D SED 4-2.4L Gasoline Gasoline Direct Injection Tan

This is not an authorization to repair. Authorization to repair must come from vehicle owner.
This estimate is not final until MetLife has reviewed and advised of the approval.

By law, you must keep customer information we provide to you CONFIDENTIAL. You may use it only to perform
insurance-related services /functions for us and/or our customer(3 . You may not use, share, sell of otherwise disclose
this information for other purposes or to anyone else without prior consent. |f you do not agree to these terms, you
must return this information to us at once.

AN ITEMIZED SUMMARY OF REPAIRS / ESTIMATE HAS BEEN GIVEN TO THE CUSTOMER AND IS AVAIABLE TO THE
CUSTOMER AT ANY TIME.

THIS ESTIMATE HAS BEEN PREPARED BASED ON THE USE OF AFTERMARKET CRASH PARTS SUPPLIED BY A
SOURCE OTHER THAN THE MANUFACTURER OF YOUR MOTOR VEHICLE. THE AFTERMARKET CRASH PARTS USED
IN THE PREPARATION OF THIS ESTIMATE ARE WARRANTED BY THE MANUFACTURER OR DISTRIBUTOR OF SUCH
PARTS RATHER THAN THE MANUFACTURER OF YOUR VEHICLE.

QUALITY REPLACEMENT PARTS WARRANTY

OUR REPAIR ESTIMATE MAY SPECIFY THE USE OF QUALITY REPLACEMENT PARTS, QUALITY REPLACEMENT PARTS
ARE PARTS NOT MANUFACTURED BY OR FOR THE ORIGINAL EQUIPEMENT MANUFACTURER. WE WILL STAND
BEHIND THE QUALITY REPLACEMENT PARTS THAT ARE SPECIFIED ON THIS ESTIMATE AND USED IN THE REPAIR
OF YOUR VEHICLE, FOR AS LONG AS YOU OWN/LEASE THE VEHICLE. WE WARRANT THESE PARTS ARE OF LIKE
KIND, QUALITY, SAFETY, FIT AND PERFORMANCE TO PARTS MANUFACTURED BY OR FOR THE ORIGINAL
EQUIPMENT MANUFACTURER.

THIS WARRANTY EXCLUSIVELY COVERS LOSS OR DAMAGE THAT IS RELATED TO DEFECTS IN THE QUALITY
REPLACEMENT PART. THIS WARRANTY DOES NOT COVER DAMAGE OR PART FAILURE DUE TO IMPROPER
INSTALLATION, MISUSE, NEGLECT, ABUSE, IMPROPER MAINTENANCE, ABNORMAL OPERATION, OR NORMAL WEAR
& TEAR.

SHOULD A SUPPLIER OF A PART SPEQIFIED IN OUR REPAIR ESTIMATE, OR THE REPAIR FACILITY THAT PERFORMS
THE REPAIR ON YOUR VEHICLE, BE UNABLE TO RESOLVE A LEGITIMATE COMPLAINT ABOUT THE QUALITY
REPLACEMENT PART USED IN THE REPAIR, WE WILL MAKE EVERY EFFORT TO SEE THAT THE PROBLEM IS
CORRECTED.

THIS WARRANTY AND ANY REPRESENTATIONS MADE HEREIN ARE NON-TRANSFERABLE AND EXTEND ONLY TO
THE PARTY OWNING/LEASING THE VEHICLE AT THE TIME OF THE REPAIR.

FOR ASSISTANCE, PLEASE CONTACT THE NEAREST METLIFE CLAIM SERVICES OFFICE.

The glass part price, kit and labor has been calculated based on market pricing for your area. The MetLife Auto &
Home glass administrator is Safelite Auto Glass. Please contact Safelite Auto Glass at 888-800-4527 if you would like
to arrange for them to complete the work.

Our number one goal is to ensure that you are completely satisfied with your claim experience. |f you have any
questions or concerns about your claim, please call the adjuster listed at the top of your estimate and we would be
happy to assist you.

We realize that you have a choice when selecting an insurance company and we thank you for choosing Metlife Auto
& Home.

11/6/2017 11:13:05 AM 136059 | 1.6.09.03151 Page 4
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Claim #: B

Workfile 1D 3f8013b5S
Estimate of Record

2016 KIA Optima EX 4D SED 4-2.4L Gascline Gasoline Direct Injection Tan

MetLife Auto & Home is a brand of Metropolitan Property and Casualty I nsurance Company and its Affillates,
Warwick, RI.

ANY PERSON WHO KNOWINGLY AND WITH INTENT TO DEFRAUD ANY INSURANCE COMPANY OR OTHER PERSON
FILES AN APPLICATION FOR COMMERCIAL INSURANCE OR A STATEMENT OF CLAIM FOR ANY COMMERCIAL OR
PERSONAL INSURANCE BENEFITS CONTAINING ANY MATERIALLY FALSE INFORMATION, OR CONCEALS FOR THE
PURPOSE OF MISLEADING, INFORMATION CONCERNING ANY FACT MATERIAL THERETO, AND ANY PERSON WHO,
IN CONNECTION WITH SUCH APPLICATION OR CLAIM, KNOWINGLY MAKES OR KNOWINGLY ASSISTS, ABETS,
SOLICITS OR CONSPIRES WITH ANOTHER TO MAKE A FALSE REPORT OF THE THEFT, DESTRUCTION, DAMAGE OR
CONVERSION OF ANY MOTOR VEHICLE TO A LAW ENFORCEMENT AGENCY, THE DEPARTMENT OF MOTOR
VEHICLES OR AN INSURANCE COMPANY, COMMITS A FRAUDULENT INSURANCE ACT, WHICH IS A CRIME, AND
SHALL ALSO BE SUBJECT TO A CIVIL PENALTY NOT TO EXCEED FIVE THOUSAND DOLLARS AND THE VALUE OF
THE SUBJECT MOTOR VEHICLE OR STATED CLAIM FOR EACH VIOLATION.

You are entitled to the retum of all replaced parts, except warranty and exchange parts, but you must ask for them
in writing before any work is done. |f you authorize work by phone, the shop must keep any replaced parts, and
make them available when you pick up the vehicle.

11/6/2017 11:13:05 AM 136059 | 1.6.09.03151 Page 5
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Claim #: I :
Workfile 1D; 318013b5
Estimate of Record

2016 KIA Optima EX 4D SED 4-2.4L Gasoline Gasoline Direct Injection Tan

Estimate based on MOTOR CRASH ESTIMATING GUIDE and potentially other third party sources of data. Unless
otherwise noted, (3 all items are derived from the Guide ARY2436, CCC Data Date 11/1/2017, and potentially other
third party sources of data; and (B the parts presented are OEM-parts manufactured by the vehicles Original
Equipment Manufacturer. OEM parts are available at OF /Vehicle dealerships. OPT OEM (Optional OEM or ALT OEM
(Alternative OEM parts are OEM parts that may be provided by or through altemate sources other than the OEM
vehicle dealerships. OPT OEM or ALT OEM parts may reflect some specific, special, or unique pricing or discount.
OPT OEM or ALT OEM parts may include "Blemished” parts provided by OEM's through OEM vehicle dealerships.
Asterisk (3 or Double Asterisk (*?) indicates that the parts and/or labor data provided by third party sources of data
may have been modified or may have come from an altemate data source. Tilde sign (3 items indicate MOTOR
Not- ncluded Labor operations. The symbol (< ¥ indicates the refinish operation WILL NOT be performed as a
separate procedure from the other panels in the estimate. Non-Original Equipment Manufacturer aftermarket parts
are described as Non OEM, A/Mor NAGS. Used parts are described as LKQ, RCY, or USED. Reconditioned parts are
described as Recond. Recored parts are described as Recore. NAGS Part Numbers and Benchmark Prices are
provided by National Auto Glass Specifications. Labor operation times listed on the line with the NAGS information
are MOTOR suggested labor operation times. NAGS labor operation times are not included. Pound sign (# items
indicate manual entries.

Some 2017 vehicles contain minor changes from the previous year. For those vehicles, prior to receiving updated
data from the vehicle manufacturer, labor and parts data from the previous year may be used. The CCC ONE
estimator has a list of applicable vehicles. Parts numbers and prices shouid be confirmed with the local dealership.

The following is a list of additional abbrevuauons or symbols that may be used to describe work to be done or parts to
be repaired or replaced:

SYMBOLS FOLLOWING PART PRICE:
m=MOTOR Mechanical component. s=MOTOR Structural component. T=Miscellaneous Taxed charge category.
X=Miscellaneous Non-Taxed charge category.

SYMBOLS FOLLOWING LABOR:
D=Diagnostic labor category. E=Electrical labor category. F=Frame labor category. G=Glass labor category.
M=Mechanical labor category. S=Structural labor category. (number3 1 through 4=User Defined Labor Categories.

OTHER SYMBOLS AND ABBREVIATIONS:

Adj.=Adjacent. Algn.=Align. ALU=Aluminum. A/M=Aftermarket part. BInd=Blend. BOR=Boron steel.
CAPA=Certified Automotive Parts Association. D&R=Disconnect and Reconnect. HSS=High Strength Steel.
HYD=Hydroformed Steel. Incl.=Included. LKQ=Like Kind and Quality. LT=Left. MAG=Magnesium. Non-Adj.=Non
Adjacent. NSF=NSF International Certified Part. O/H=Overhaul. Qty=Quantity. Refn=Refinish. Repl=Replace.
R&I=Remove and Install. R&R=Remove and Replace. Rpr=Repair. RT=Right. SAS=Sandwiched Steel.
Sect=Section. Subl=Sublet. UHS=Ultra High Strength Steel. N=Note(3 associated with the estimate line.

CCC ONE Estimating - A product of CCC I nformation Services Inc.

The following is a list of abbreviations that may be used in CCC ONE Estimating that are not part of the MOTOR
CRASH ESTIMATING GUIDE

BAR=Bureau of Automotive Repair. EPA=Environmental Protection Agency. NHTSA= National Highway
Transportation and Safety Administration. PDR=Paintless Dent Repair. VIN=Vehicle |dentification Number.

11/6/2017 11:13:05 AM 136059 | 1.6.09.03151 Page 6
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Claim #: .

Workfile 1D 3f8013b5
Estimate of Record

2016 KIA Optima EX 4D SED 4-2.4L Gasoline Gasoline Direct Injection Tan

PURSUANT TO SECTION 2610 OF THE INSURANCE LAW, AN INSURANCE COMPANY CANNOT
REQUIRE THAT REPAIRS BE MADE TO A MOTOR VEHICLE IN A PARTICULAR PLACE OR REPAIR
SHOP. YOU HAVE THE RIGHT TO HAVE YOUR VEHICLE REPAIRED IN THE SHOP OF YOUR
CHOICE

11/6/2017 11:13:05 AM 136059 | 1.6.09.03151 Page 7



































































P.O. BOX 840086 Total Amount Due........c..covennen $100.00
KANSAS CITY, MO 64184-0086
Federal ID: 43-0724835 Please include on your check:

Invoice: D502219-2424
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CCCSONE MARKET VALUATION REPORT i

&8 VEHICLE INFORMATION

VEHICLE EQUIPMENT

SearchSeek
CD Player
Steering Wheel Touch Controls
Auxiliary Audio Connection
Satellite Radio
Wheels Aluminumj/Alloy Wheels
Locking Wheels
Roof Electric Glass Roof
S kyview Roof
SafetyBrakes Air Bag (Driver Only)
Passenger Air Bag
Antidock Brakes (4)
4-wheel Disc Brakes
Front Side Impact Air Bags
Head/Curtain Air Bags

€ & < ¢ C Cmmm L K L Q<L

Backup Camera W/ Parking
Sensors

Hands Free

Alam

Traction Control

Stability Control

Blind S pot Detection
Exterior/Paint/Glass Dual Mirrors

Heated Mirrors

Tinted Glass

Signal integrated Mirrors

Clearcoat Paint

Metallic Paint

B4 4 Q& Cm L L <L L

© Copyright 2016 CCC Information S ervices Inc. Ali Rights Reserved.
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ccCSONE MARKET VALUATION REPORT | 2

Claim:

COMPARABLE VEHICLES

Options Loss Comp1l Comp 2 Comp3
Vehicle

Skyview R oof v v v v
Drivers Side Air Bag v v v v
Passenger Air Bag v v v v
Antidock Brakes (4) v v v v
4-wheel Disc Brakes v v v v
Front Side Impact Air Bags v v 4 v
Head/Curtain Air Bags v v v v
Backup Camera W/ Parking v v v v
Sensors
Rear Side Impact Air Bags X X x v
Hands Free v v v v
Alarm v v v v
Traction Control v v v v
Stability Control v v v v
Blind Spot Detection v v v v
Dual Mirrors v v v v
Heated Mirrors v v v v
Tinted Glass v v v v
Signal Integrated Mirrors v v v v
Clearcoat Paint v v v v
Metallic Paint v X X X
List Price $ 20,799 $ 21,000 $21,618
Adjustments:

. Mileage +$ 167 -$1,610 -$2,135

Condition* -$ 1,429 -$1,429 -$ 1,429
Adjusted Comparable Value $ 19,537 $ 17,961 $ 18,054
© Copyright 2016 CCC Information S ervices Inc. All Rights Reserved. Page 8 of 15
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CCCRONE MARKET VALUATION REPORT | 2

COMPARABLE VEHICLES

Options Loss Comp 4 Comp5
Vehicle

Locking Wheeis

Electric Glass Roof

S kyview R oof

Drivers Side Air Bag
Passenger Air Bag
AntiHock Brakes (4)
4-wheel Disc Brakes
Front Side Impact Air Bags
Head/Curtain Air Bags
Backup Camera W/ Parking
Sensors

Harnds Free

Alarm

Traction Control
Stability Control

Blind S pot Detection
Dual Mirrors

Heated Mirrors

Tinted Glass

Signal Integrated Mirrors
Clearcoat Paint

Metallic P aint

x L L LLLLLLELL L L8 x
LLLLCLL L x xR

L L LLELLLLLL L LKL

x L L L <K<K

List Price $ 18,400 $ 20,674

Adjustments:
Options -$419 +$ 1,907
Mileage +$ 1,315 -$1,307
Condition? -$1,429 -$ 1,429

Adjusted Comparabie Value $ 17,867 $ 19,845

© Copyright 2016 CCC Information Services Inc. All Rights Reserved. Page 10 of 15
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ccC=ONE MARKET VALUATION REPORT | &

B VALUATION NOTES

11/15/2017 19:15 - POAD) CHANGE REQUESTED BY: LAWRENCE ,null
Regulations conceming vehicle value

11/15/2017 19:15 - ADJR Z03 CONFIGURATION CHANGE include New York Regulation 11 NY
11/15/2017 19:15 - Mileage changed to 22138 from UNK ADC 216.7, Regulation 64

This Market Valuation Report has been prepared exclusively for use by METLIFE AUTO
& HOME, and no other person or entity is entitied to or should rely upon this Market
Valuation Report andjor any of its contents. CCC is one source of vehicle valuations, and
there are other valuation sources available.

© Copyright 2016 CCC Information S ervices Inc. All Rights Reserved. Page 110f 15
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CCCRONE MARKET VALUATION REPORT | S
SUPPLEMENTAL INFORMATION

FULL HISTORY REPORT RUN DATE: 11/16/2017

Below are the historical events for this vehicle listed in chronological order.

EVENT RESULTS ODOMETER DATA EVENT

DATE FOUND READING SOURCE DETAIL

05/072016 SOUTH SALEM, NY Motor Vehicle Dept. REGIS TRATION EVENT/
RENEWAL

05/23/2016 SOUTH SALEM, NY 25  Motor Vehicle Dept. TITLE

04/13/2017 SOUTH SALEM, NY Motor Vehicle Dept. REGIS TRATION EVENT/
RENEWAL

1022/2017 NY Auto Insurance Source  VEHICLE REPORTED AS
TOTAL LOSS

10/22/2017 Auto Insurance S ource VEHICLE HAD FIRE
DAMAGE

AUTOCHECK TERMS AND CONDITIONS:

Experian’s Reports are compiled from muitiple sources. It is not always possible for E xperian to obtain complete discrepancy information on all vehicles; therefore, there may
be other title brands, odometer readings or discrepancies that apply to a vehicle that are not reflected on that vehicle's Report. Experan searches data from additional sources
where possible, but all discrepancies may not be reflected on the Report.

These Reports are based on information supplied to Experian by external sources believed to be reliable, BUT NO RESPONSIBILITY 1S ASSUMED 8Y EXPERIAN OR

ITS AGENTS FOR ERRORS, INACCURACIES OR OMISSIONS. THE REPORTS ARE PROVIDED STRICTLY ON AN "AS IS WHERE IS" BASIS, AND EXPERIAN
FURTHER EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING ANY IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR
APARTICULAR PURPOS E REGARDING THIS REPORT.

YOU AGREE TO INDEMNIFY EXPERIAN FOR ANY CLAIMS OR LOSSES, INCLUDING COSTS, EXPENSES AND ATTORNEYS FEES, INCURREDBY EXPERIAN
ARISING DIRECTLY OR INDIRECTLY FROM YOUR IMPROPER OR UNAUTHORIZED USE OF AUTOCHECK VEHICLE HISTORY REPORTS.

Experian shall not be hiable for any delay or failure to provide an accurate report if and to the extent which such delay or failure is caused by events beyond the reasonable
control of E xperian, including, without limitation, "acts of God", terrorism, ar public enemies, labor disputes, equipment malfunctions, material or component shortages,
supplier failures, embargoes, rationing, acts of local, state or national gavemments, or public agencies, utility or communication failures or delays, fire, earthquakes, flood,

epidemics, nots and strikes.

These terms and the relationship between you and E xpenian shall be govemed by the laws of the State of Illinois (US A) without regard to its conflict of law provisions. You and
E xperian agree to submit to the personal and exclusive jurisdiction of the courts located within the county of Cook, Illinois.

© Copyright 2016 CCC Information Services Inc. All Rights Reserved. Page 13 of 15
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CCCRONE MARKET VALUATION REPORT | 2
SUPPLEMENTAL INFORMATION

@ The National Highway Traffic Safety
NHTSA VEHICLE RECALL Administration has issued 3 safety related
recall notices that may apply to the abave
NHTSA Campaign ID: 16V231000 yaluad velscie:

Mfg's Report Date ;: APR 20, 2016
Component : AIR BAGS:FRONTAL
Potentiai Number Of Units Affected : 17

Summary : Kia Motors America (Kia) is recalling certain model year 2016 Kia Optima
vehicles manufactured November 10, 2015, to February 12, 2016. In these vehicles,

a chemical enhancer required for the for the second stage deployment of the driver's
frontal air bag was not loaded, resulting in the second stage not deploying in necessitating
crashes,

Consequence : If the second stage air bag does not deploy it increases the risk of injury
or death.

Remedy : Kia will notify owners, and dealers will replace the driver's frontal air bag
module, free of charge. The recall began on May 6, 2016. Owners may contact Kia
customer service at 1-800-333-4542. Kia's number for this recall is SC131.

Dates Of Manufacture : NOV 09, 2015 to FEB 11, 2016
Manufacturer Recail No. : SC131

NHTSA Campaign ID: 16V705000

Mfg's Report Date : OCT 02, 2016

Component: POWER TRAIN:AXLE ASSEMBLY:AXLE SHAFT

Potential Number Of Units Affected : 12214

Summary : Kia Motors America (Kia) is recalling certain model year 2016 Kia Optima
vehicles manufactured November 13, 2015, to April 23, 2016 and equipped with a 2.4}
engine. The right front axle driveshaft may crack and fail.

Cansequence : If the driveshaft cracks and separates from the vehicle, it will not be able
to move forward. Additionally, if the parking brake is not applied upon exiting the vehicle,
the vehicle may roll. Either scenario can increase the risk of a crash.

Remedy : Kia will notify owners, and dealers will replace the front axle driveshaft, free of
charge. The recall began November 2016, Owners may contact Kia customer service at
1-800-333-4542. Kia's number for this recall is SC139.

Dates Of Manufacture : NOV 12, 2015 to APR 22, 2016

Manufacturer Recall No. : SC139

NHTS A Campaign ID : 17v007000
Mfg's Report Date : JAN 05, 2017
Component : AIR BAGS:FRONTAL:DRIVER SIDE iINFLATOR MODULE

© Copyright 2016 CCC Information Services Inc. All Rights Reserved. Page 14 of 15
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10/22/2018 Town of Zebulon Fire Department : 2018-2035

FIRE
Acres Burned None or Less Than One Acres Burn From False
Wildland Form
Area Of Fire Origin Fuel tank, fuel line Heat Source Undetermined
Item First Ignited . Fire Is Confined To
Undetermined Object Of Origin
Type Of Material Undetermined Cause Of Ignition Unintentional
Fac!c:r Contributing To T a—
Ignition
Human Factors
Contributing None
Mobile Property Not involved in ignition, Mobile Property Type Automobile, passenger car,
Involve And Type but burned ambulance, race car
Mobile Property Make Kia Mobile Property Year 2017
Mobile Property Model  Optima License Plate PBZ-5901
State NC VIN
PEOPLE -- PERSON 1
Is Owner True Business Name
Name [ Date of Birth
Address I - << ille, NC I
CUSTOM FIELDS FORM
Was the response delayed beyond a normal response time for any reason? No
If response was delayed, what was the reason?

https://secure. emergencyreporting.com/nfirs/print.asp ?printtype=2&printty pe=3&eid=35331018&printty pe=&userid=641326&fromsummary= | !l! !!.cid.., 22



Fax From JULIE, MOUWESENTRY.COM to Consumer_pFFairs_|

Sentry‘ I

TO: Consumer Affairs FROM: Mouw Julie
Kia Motors America Sentry Insurance a Mutual Company
FAX. 9494684515 FAX: (888) 728-2225
TOTAL PAGES# 2 PHONE: (800) 473-6879
RE: Re: Total vehicle loss due to fire, DATE: Tue QOct 23 20:43:54 CDT 2018
our claim no:
‘Confdential and Privileged: This Information contalned Inthis facsimile 15 privileged and confidential
Information intended for the sole use of the addressee,

Deliver To: Consumer Affairs Subject. Re: Total vehicle loss due to fire, our claim no: 87A352608 | have attached our notice
of total vehicle loss due to fire. Please forward our letter to the appropriate Kia Motors America Representative for handling
and reply within 10 days. Respectfully, Julie Mouw

‘ FGX..’

Memberg of the Sentry Ingurance Group:

Sertry Insurance a Mutual Company Sentry Select Insurance Company

Vlhlng';! nsurance Company of Wsconsin Sentry Casualty Company

Peak Property and Casualty Insurance Comoration Sentry Life IngUrance Company

Dalryland County Mutual Insurance Company of Texas Sentry Life Insurance Company of New York

Dairyland Insurance Cotmpany Parker Centennial Assurance Company

Sentry Lloyds of Texas Florlsts' Ingurance Company

Middlesex Insurance Company Florists' Mutual Insurance Company Sentry P, O. Box 8043 Stevens Point, YW 54481

Patrot General Insurance Company
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1/18/2019 2016 Kia Optima LX Sedan 4D Trade In Values | Kelley Blue Book
How to Improve Resale Value

Whether selling or trading in, get the most for your car with these tips. Watch video

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














