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Consumer Assistance Center Case Report

Printed By: Jenna Simoncelli Case Number -  02/06/2019 02:16:52 PM

Case Details

Title: customer alleges my vehicle caught fire while driving on the highway

VIN: 5XYPG4A34GG Mileage: 67,948 Status: Open

Year: 2016 Model: SORENTO L FWD AUTO

Priority: Standard Severity: Low Call Source: Phone - English

Owner: 1-EY-1526 Owner Email: 

Case Type Level1: Complaint

Case Type Level2: Quality

Case Type Level3: Product Liability

Case Type Level4: Fire/Explosion

Contact Details

Name: 

Phone: Alt Phone: 

Address1: 

Address2: 

City: HOUSTON State: TX Zip: Email: 

Dealer Details

Code: TX106

Name: Archer KIA

Case History

***  12/20/2018 05:36:55  ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 12/20/2018 05:36:49  and created by  Jacob Adams ***
customer states
1 my vehicle caught fire while driving on the highway

writer states
1 apologized
2 we would like to gather some information about this 
** ran script **
3 advised would be escalating case

***  Note - Others created on 12/20/2018 05:55:01  and created by  Jacob Adams ***
Forward to NCA
1 Customer alleges  vehicle caught fire while driving on the highway
2 Vehicle is currently down at TX106
3 Customer is requesting to compensate for loss of work tools and vehicle
4 Please review and follow up accordingly

***  12/20/2018 05:56:21  ***
Dispatched from WIPBin = Default to Queue National CA by Jacob Adams
Reason: 

***  12/20/2018 07:48:08 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  12/20/2018 07:57:34 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Louis Manuel by Jeff Stroup
Reason: 
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***  12/20/2018 08:51:00  ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Phone - Call - Inbound created on 12/20/2018 14:56:05  and created by  Alexis TATE ***
Ms.  (Owner) states
1. I got the fire report # 
2. he told me to call back if I was able to get it. 

Wrt states
1. Verified cust info. 
2. Apologized, advised noting case for CM to follow up.

Cust states
1. Okay.

Wrt states
1. Anything else I can do for you?

Cust states
1. I am going to get fire report, it will be mailed, do I need to mail to you? 
2. The recall was mailed to me on 11/30 that was the day it caught on fire. 

Wrt states
1.  Advised not in NCA, and if NCA needs more info will request it. 

Cust states
1. Okay thank you.

***Transferred to survey

***  Phone - Call - Inbound created on 12/26/2018 07:17:00 (GMT-07:00) Mountain Time (US & Canada) and created by  Octavia Murray ***
Customer states:
1. I wanted to get an update on my case

Writer states:
1. Apologized
2. You case is with NCA 
3. They will f/u with you to go over more info

Customer states:
1. Thank you

Writer states:
1. You're welcome
2. Thank you for choosing Kia

***  12/27/2018 09:07:26  ***
Case moved into WIPBin Intro Calls and Sub Status of Assigned

***  Phone - Call - Outbound created on 12/27/2018 09:47:58  and created by  Louis Manuel ***
writer called customer and stated:
1. can you please recall the event?

Customer  states:
1. husband was driving the car 
2. saw smoke and pulled over 
3. had to punch his way out the window. Injured his thumb 

wtr stated 
1. do you have an open insurance claim?

cust states: 
1. yes but they will not settle/cover

wtr stated: 
1. where is the current location of the veh? 
2. do you have any photos or videos of veh (fire/police report)
3. is there anything you are requesting from KIA? 

cust states 
1. Archer Kia TX106
2. yes I can send photos and receipts of the things lost
3. pay for items lost and the vehicle 

wtr stated: 
1. once photos have been received, we will review and contact you. 

***  Phone - Call - Inbound created on 01/02/2019 15:39:49  and created by  ANGELA HAYES ***
richard with TX106 states
1 I guess we should open a CA case for this vehilce
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5xypg4a34gg
richard of TX106
Customer Name
Customer phone #: 
Customer address:  ln houston tx 
VIN: 
MY and Mileage: 67950
Most recent RO #: 
Open Date 11/30/18
Close Date still open
Days Down at initial Service Alert report (if applicable): 
Most recent Repair Issue and Diagnosis: under PI1802B
Customer states engine knocking
Dealer states we did an oil change but did not stop knocking cust took it home and said it caught on fire
it has holes in the side of the block, the oil cap melted
Able to Duplicate (Y or N): Y
Repeat Repair (Y/N), if so, how many times?: N
Repair History of current concern with dates (Open and Closed) and mileage: 
1. Dates 
RO # 
Customer states 
Dealer states 
 
ETA for completion of repairs (if applicable): N
Parts on order (Y/N), if so obtain part#, order#: 
Part # 
Order # 
Techline Case (if applicable): N
Rental / Loaner Provided?  If so, since when?: N
they were in a loaner vehicle and they wrecked it so the insurance will not let us put them in another one
Dealer contacted DPSM  (if needed): N
Vehicle repaired?: Y
Customer has possession?: N
Dealer Code/Selling Dealer (Y or N):  TX106
Original Owner (Y or N): N
What is current Customer Request  (if needed): 

***  01/04/2019 11:45:29  ***
Case moved into WIPBin Pending Docs and Sub Status of Assigned

***  Phone - No Callback created on 01/07/2019 07:43:11  and created by  Sarah Samples ***
Cust states:
1. calling to check on status of my case as I have not heard anything

wrt states;
1. apologized
2. advised will notate case and have Team Lead reach out to national agent and request a phone call back

Cust states:
1. OK thank you any help would be appreciated

***  Phone - Call - Inbound created on 01/07/2019 09:10:37  and created by  Louis Manuel ***
wtr called customer 
writer states: 
1. apologized 
2. have received the documents you had sent 
3. just got off the phone with Gary at Archer Kia 
4. Archer Kia says they advised cust not to drive bc engine was knocking 
5. archer kia said cust insisted oil change to be performed 
6. archer advised cust not to leave the lot 

cust states
1. no one told us there was an engine knock 
2. we went to archer to get regular maintenance 
3. after the oil change they just said we were 'good to go'
4. did not mention the engine knock to my spouse. 
5.  would we still be under warranty? got the car around 33k miles 

writer states: 
1. you would be under 2nd owner 5yr/60k mile wty 
2. i will review this information with my team and get back to you 
3. in terms of the rental you requested, baytown will not provide a rental 
4. advised cust to call archer and tell situation
5. advised we can reimburse up to $35 a day for rental after claim is completed 

***  01/08/2019 08:56:21  ***
Case moved into WIPBin Pending Engineer Review and Sub Status of Assigned



Page 4 of 5

***  Phone - Call - Inbound created on 01/10/2019 16:40:45  and created by  Louis Manuel ***
TREAD review complete.

***  Phone - Call - Outbound created on 01/18/2019 09:59:11  and created by  Louis Manuel ***
writer called gary SA at TX106 
writer states: 
1. please take any photos of hole in block, dipstick etc 
2. gave email 
3. thanked

***  Phone - Call - Outbound created on 01/18/2019 10:01:44  and created by  Louis Manuel ***
writer called cust 
writer states: 
1. req'd maintenance recs 

cust states: 
1. idk if i have many to send 
2. i get all my oil changes done at archer 
3. will send what i have 

writer states:
1. thanked

***  01/29/2019 15:46:44  ***
Case moved into WIPBin TL Cases and Sub Status of Assigned

***  02/01/2019 15:48:16 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Note - Others created on 02/01/2019 16:04:31  and created by  Louis Manuel ***
1. veh down at archer kia 
2. cust in rental via fort bend kia as of 2/2/19
3. fort bend kia contact: tim dufner tdufner@fbkia.com

***  Phone - Call - Outbound created on 02/06/2019 12:09:31 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

***  Phone - Call - Outbound created on 02/06/2019 12:14:58 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex Villalpando ***
Sent: Wednesday, February 06, 2019 12:15 PM
To: 'jparada@archerauto.com'
Subject: Kia Motors America  / 5XYPG4A34GG

Hi Javier,

Thank you for speaking with me. As discussed, a representative with Morley will be inspecting the vehicle on our behalf.

Please let me know if you have any questions.

Thank you, 

***  Note - Others created on 02/06/2019 12:19:02 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex Villalpando ***
PER LEGAL - WE HAVE BEEN INFORMED ABOUT THE OPERATIVE FACTS OF CASE  WE BELIEVE THAT THERE IS A REASONABLE
 PROSPECT THAT THIS CASE MAY END UP IN LITIGATION AND REQUEST CA TO PERFORM AN INSPECTION TO PROTECT THE COMPANY 
IN THE EVENT OF LITIGATION. THIS WILL CONFIRM THAT ANY INSPECTION REPORTS WILL BE SUBJECT TO THE ATTORNEY CLIENT 
PRIVILEGE.

***  Phone - Call - Inbound commitment created on 02/06/2019 12:19:29 (GMT-08:00) Pacific Time (US & Canada) with Commitment Date 02/08/2019 
and created by  Alex Villalpando ***

Attachments

*********** End Case Report  *****************************
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[Fire Interview] (Case#
# Question Answer

A-1) Who owns the vehicle?

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

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

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

work tools, car seat

B-1) What was the date & time of the incident? 11/30/2018 10:15:00 AM (PST)

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

none

B-2) What time was 911 called? 10:15:00 AM

B-3) Describe the road & weather conditions at the time of the incident. freeway, clear and sunny

B-4) Were there any injuries (describe injuries)? none

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

driving on the freeway started seeing smoke then the fire got 
off the freeway then broke the window to get out

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

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

none

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

none

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

 Houston, TX 

C-1) Which fire agency responded? local fire dept.

C-2) What is the fire report number? unknown

D-1) Where is the vehicle now? Archer KIA

D-2) Have any repairs been completed? none

D-3) Was the insurance company contacted? yes

D-4) Have you settled with the insurance company? no

D-5) What action are you requesting of Kia? to compensate for loss of work tools and vehicle
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Insured:  KIA  Claim No.:   
 

 

Photo No. 31: Crankshaft would not rotate   

 

Photo No. 32: Rear exhaust system and oil residue from rear engine block rupture  
 























































3/21/2019 2016 Kia Sorento L Sport Utility 4D Trade In Values | Kelley Blue Book

https://www.kbb.com/kia/sorento/2016/l-sport-utility-4d/?vehicleid=406546&intent=trade-in-sell&mileage=67948&pricetype=private n=ex… 2/2

© 2019 Kelley Blue Book Co , Inc  All rights reserved  3/15/2019-3/21/2019 Edition for Texas 77072  The speci�c information required to determine the value for this particular vehicle was supplied by the person
generating this report  Vehicle valuations are opinions and may vary from vehicle to vehicle  Actual valuations will vary based upon market conditions, speci�cations, vehicle condition or other particular
circumstances pertinent to this particular vehicle or the transaction or the parties to the transaction  This report is intended for the individual use of the person generating this report only and shall not be sold or
transmitted to another party  Kelley Blue Book assumes no responsibility for errors or omissions  (v 19032)

indicated.

Trade-In Range - The Trade-In Range is Kelley Blue Book's estimate of what you can reasonably
expect to receive this week based on the style, condition, mileage and options of your vehicle when
you trade it in to a dealer. However, every dealer is di�erent and values are not guaranteed.

Kelley Blue Book® Private Party Value - This is the starting point for negotiation of a used-car sale
between a private buyer and seller. This is an "as is" value that does not include any warranties. The
�nal price depends on the car's actual condition and local market factors.

Private Party Range - The Private Party Range is Kelley Blue Book's estimate of what you can
reasonably expect to receive this week for a vehicle with stated mileage in the selected condition
and con�gured with your selected options, excluding taxes, title and fees when selling to a private
party.

Excellent Condition - 3% of all cars we value. This car looks new and is in excellent mechanical
condition. It has never had paint or bodywork and has an interior and body free of wear and visible
defects. The car is rust-free and does not need reconditioning. Its clean engine compartment is free
of �uid leaks. It also has a clean title history, has complete and veri�able service records and will
pass safety and smog inspection.

Very Good Condition - 23% of all cars we value. This car has minor wear or visible defects on the
body and interior but is in excellent mechanical condition, requiring only minimal reconditioning. It
has little to no paint and bodywork and is free of rust. Its clean engine compartment is free of �uid
leaks. The tires match and have 75% or more of tread. It also has a clean title history, with most
service records available, and will pass safety and smog inspection.

Good Condition - 54% of all cars we value. This car is free of major mechanical problems but may
need some reconditioning. Its paint and bodywork may require minor touch-ups, with repairable
cosmetic defects, and its engine compartment may have minor leaks. There are minor body
scratches or dings and minor interior blemishes, but no rust. The tires match and have 50% or more
of tread. It also has a clean title history, with some service records available, and will pass safety and
smog inspection.

Fair Condition - 18% of all cars we value. This car has some mechanical or cosmetic defects and
needs servicing, but is still in safe running condition and has a clean title history. The paint, body
and/or interior may need professional servicing. The tires may need replacing and there may be
some repairable rust damage.

can price it appropriately. Consider
having your mechanic give you an
objective report.





3/4/2019 2016 Kia Sorento L Sport Utility 4D Trade In Values | Kelley Blue Book

https://www.kbb.com/kia/sorento/2016/l-sport-utility-4d/?vehicleid=406546&intent=trade-in-sell&mileage=67948&pricetype=private n=go… 2/2

© 2019 Kelley Blue Book Co , Inc  All rights reserved  3/1/2019-3/7/2019 Edition for Texas 77072  The speci�c information required to determine the value for this particular vehicle was supplied by the person
generating this report  Vehicle valuations are opinions and may vary from vehicle to vehicle  Actual valuations will vary based upon market conditions, speci�cations, vehicle condition or other particular
circumstances pertinent to this particular vehicle or the transaction or the parties to the transaction  This report is intended for the individual use of the person generating this report only and shall not be sold or
transmitted to another party  Kelley Blue Book assumes no responsibility for errors or omissions  (v 19030)

indicated.

Trade-In Range - The Trade-In Range is Kelley Blue Book's estimate of what you can reasonably
expect to receive this week based on the style, condition, mileage and options of your vehicle when
you trade it in to a dealer. However, every dealer is di�erent and values are not guaranteed.

Kelley Blue Book® Private Party Value - This is the starting point for negotiation of a used-car sale
between a private buyer and seller. This is an "as is" value that does not include any warranties. The
�nal price depends on the car's actual condition and local market factors.

Private Party Range - The Private Party Range is Kelley Blue Book's estimate of what you can
reasonably expect to receive this week for a vehicle with stated mileage in the selected condition
and con�gured with your selected options, excluding taxes, title and fees when selling to a private
party.

Excellent Condition - 3% of all cars we value. This car looks new and is in excellent mechanical
condition. It has never had paint or bodywork and has an interior and body free of wear and visible
defects. The car is rust-free and does not need reconditioning. Its clean engine compartment is free
of �uid leaks. It also has a clean title history, has complete and veri�able service records and will
pass safety and smog inspection.

Very Good Condition - 23% of all cars we value. This car has minor wear or visible defects on the
body and interior but is in excellent mechanical condition, requiring only minimal reconditioning. It
has little to no paint and bodywork and is free of rust. Its clean engine compartment is free of �uid
leaks. The tires match and have 75% or more of tread. It also has a clean title history, with most
service records available, and will pass safety and smog inspection.

Good Condition - 54% of all cars we value. This car is free of major mechanical problems but may
need some reconditioning. Its paint and bodywork may require minor touch-ups, with repairable
cosmetic defects, and its engine compartment may have minor leaks. There are minor body
scratches or dings and minor interior blemishes, but no rust. The tires match and have 50% or more
of tread. It also has a clean title history, with some service records available, and will pass safety and
smog inspection.

Fair Condition - 18% of all cars we value. This car has some mechanical or cosmetic defects and
needs servicing, but is still in safe running condition and has a clean title history. The paint, body
and/or interior may need professional servicing. The tires may need replacing and there may be
some repairable rust damage.

can price it appropriately. Consider
having your mechanic give you an
objective report.










