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Model Year: 2016

Model: Optima
USED Date of Purchase 

(or N/A) :

CUSTOMER VIN: 
5XXGV4L20GG

USED Mileage 

at Purchase (or N/A) :

N/A Warranty Start Date: 11/20/2016
CPO 

(Yes/No or N/A) :

Mos. In Service: 18
Mos. of USED Ownership 

(or N/A) :

Mentor Kia State: OH Notes: 

Jack Sparling Sales Type: Lease

Last Modified By: Steve Larez

2/13/2018 2/19/2018 3/1/2018 3/12/2018 3/29/2018

RO Out Date 2/13/2018 2/19/2018 3/5/2018 3/16/2018 4/17/2018

1 1 5 5 20 32

16,088 16,307 16,689 16,956 17,371

16,088 16,307 16,689 16,956 17,413

0 0 0 0 42 42

no no no no no

n/a n/a 5 5 20 30

N/A none none

No no no no no

No no no no no

No no no no no

Stated Concerns:

1 Maintenance
Perfomred multipoint inspection 

along with car wash

2 SC / SA

Completed SA303. Noted on Ro, 

some models with 2.0 liter engines 

may exhibit an imparied air intake 

hose. Air intake hose replaced. 

1

3

customer states: Blower motor was not working . 

All elements light up but no air flow. When turning 

on blower motor it has high resistance 

Internal blower motor ordred 1

4 Customer states: Blower motor fan not working. 
installed special order blower motor.  

Working properly at this time. 
1

5 Customer states blower motor fan not working. 

during last repair , Tech found a poor 

pin connection at E-11 and pin 25, 

reconneceted and vehicle working as 

designed 

1

6 Blower motor not working 

Test drove vehicle per tech line and 

monitored voltage on JP-pin #6. 

Voltage good, checked ground at 

CE02, unable to duplicate the 

concerns.  After tapping the top of 

the junction block on the initial drop 

off and vehicle working as designed, 

checked grounds and could not 

duplicate 

1

7
customer states blower motot not working.  Over 

the last several days there was a loud "saucer " 

no cause of failure found as we have 

been unable to duplicate it   AVAC 
1

8

9

10

NOTE: 

2 1 1 1 1 6

* = Related Repair CND = Could Not Duplicate NVO = Normal Vehicle Operation

CP = Customer Pay (Non-Wty Repair) SC = Service Campaign

NRM = No Repair Made SOP = Special Order Part

Prev. GW/VRS:

OH : 18K miles/12 months - 1, 3, 8 or more repairs/30 calendar days - no final repair - title branding  Used -YES (if w/in LL period)

Servicing Dealer Code

CA Case #:

Customer's Name(s):  

Case Type:

TotalsRO In Date

Days Out of Svc.

Mileage In

Mileage Out

Service Alert Opened? (Yes/No)

Totals

USED VEHICLE INFORMATION: 

Dealer Code:

Dealer Name:

DPSM:

Dist:

Miles Driven

Towed In? (Yes/No)

Days Rental Provided

TL Case Number (or N/A)

DPSM Contacted? (Yes/No)

FTS Involved? (Yes/No)

RO Number
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Vehicle Model : OPTIMA SX LIMITED 4CYL AUTO
Model Year : 2016
Mileage : 9777
Initial comments by Technician found in TL Case  
----------------------------------------------------------

[Problem Description]
when accelerating vehicle is make a loud vacuum noise

[Diagnostics Performed]
found that the air intake accordion tubing is melted at the band clamp where it fits over the throttle at turbo,  rubber broke apart and looked melted,  no 
sign of vehicle overheating and have no codes in system....any conditions that can cause this?   already have intake part on order for tomorrow

***  Phone - Call - Inbound created on 03/15/2018 10:56:48 (GMT-05:00) Eastern Time (US & Canada) and created by  Tracey Icenhour ***

Cust states
1 
2 Missed a call this morning.

Wrt states
1 Apologized
2 Advised TCS calling dlr now and will f/u with cust accordingly

Cust states
1 Thank you

***  Phone - Call - Inbound created on 03/15/2018 11:04:16 (GMT-05:00) Eastern Time (US & Canada) and created by  Travis Widener ***
Customer Name: 
Customer phone #: 
Customer address:  EASTLAKE OH 
VIN: 5XXGV4L20GG
MY and Mileage: 2016 Optima 17000
Most recent RO#:
 6008 Miles a/c compressor replaced 4/27/17 ro 
Feb 13 2018 16088 Miles ro  blower not working (replaced)
Feb 19th installed blower motor Ro 
March 1st 2018 16689 Miles ro blower not working (prev repair poor connection)
march 14th not woring again 
 
Days Down at initial Service Alert report (if applicable): 
Most recent Repair Issue and Diagnosis: blower motor connections replacy at ipm 
Customer states no blower no a/c or heat
Dealer states tl case said check IPM junction box 
Able to Duplicate (Y or N): t
Repeat Repair (Y/N), if so, how many times?: y
Repair History of current concern with dates and mileage: 
ETA for completion of repairs (if applicable): complete 
Parts on order (Y/N), if so obtain part#, order#: n
Techline Case (if applicable)  said check ipm junction box
Rental / Loaner Provided?  If so, since when?: 
Dealer contacted DPSM  (if needed): 
Vehicle repaired?: Yes 
Customer has possession?: n
Dealer Code/Selling Dealer (Y or N): 
Original Owner (Y or N): Y

***  Phone - Call - Inbound created on 03/15/2018 11:05:32 (GMT-05:00) Eastern Time (US & Canada) and created by  Travis Widener ***
Wtr called customer 
Wtr states
1. Apologized for delay
2. Advised have spoken to dealer and issue is resolved 
3. Vehicle is ready for pickup 
4. Advised will send case to ECR today 
5. Please allow 2/3 business days to be contacted
Customer states
1. Ok That will be fine
2. Can I keep the rental until they call or go get the vehicle 
wtr sates
1. Either is customers option at this time
Customer states
1. Ok Thank you

*** Case  is sent on 3/15/2018 8:8:37 by Travis Widener 

To:  

Cc:  

Title: NO ACTION REQUIRED - Case Escalation
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***  Phone - Call - Inbound created on 03/15/2018 11:08:57 (GMT-05:00) Eastern Time (US & Canada) and created by  Travis Widener ***
**Call to Action**
1. Customer states vehicle is Lemon
2. Vehicle has been to  4 times for no heat/a/c
3. Vehicle is ready for pickup customer is in a rental 
4. DPSM advised via email
5. Please review and contact customer as needed

***  03/15/2018 11:10:11 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin =  to Queue Central Region ECR by Travis Widener
Reason: 

***  03/16/2018 06:22:46 (GMT-07:00) Arizona ***
Accepted from Queue Central Region ECR to WIPBin Wednesday-1 by Randy Chacon

***  03/16/2018 06:27:45 (GMT-07:00) Arizona ***
Case moved into WIPBin Wednesday-1 and Sub Status of Working

***  03/16/2018 06:28:30 (GMT-07:00) Arizona ***
Assigned to WIPBin Default of Steve Larez by Randy Chacon
Reason: 

***  Phone - Call - Inbound created on 03/16/2018 10:31:18 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Customer states. 
1. I wanted to call you back 
2. I was told by someone from your office the vehicle is fixed to go get it, or I can drive the rental for the next three days and get it back 
3. I am getting information from different people, I went to the dlr today but they said it is not ready to be picked up. 
4. They are always in meetings when I call so I had not choice but to drive there.   
5. I called up there yesterday before I drove there. 
6. I took the vehicle there on Monday, I have not once gotten an update. 
7. The only phone call I got was from this number stating the vehicle was ready
8. The car is not safe., 
9. I will continue to pursue this because the vehicle is not fixed. 

Writer states. 
1. i am sorry I have not had a chance to call the dlr as of yet. 
2. once I speak to him I can call you back 
3. We do want to fix the vehicle and the warranty will back the product. 

Customer states./ 
1.  What about getting me out of the vehicle. 

Writer states. 
1. You can speak to the dlr to find out what kind sales or promotions they have to trade you out of the vehicle. 
2. Our replacement policies and repurchase policies are in accordance to your states law. 
3. I am here to fix the vehicle and we do have resources we can use to assist with the repairs. 
4. Let me get back to you at a later time after I find out more regarding the repair at the Kia dlr. 

***  Phone - Call - Inbound created on 03/16/2018 10:29:58 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Customer states:
1.  I am calling for an update regarding my case

Writer states:
1. Apologized
2.  Advised that case has been escalated
3.  Advised would be able to transfer to new case manager

Transferred to ECR S Larez

***  Phone - Call - Inbound commitment created on 03/19/2018 10:50:27 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
03/20/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound created on 03/19/2018 14:37:55 (GMT-07:00) Arizona and created by  Teri Donnelly ***
Customer States:
1. Advised case number 
2. Calling to check status 

Writer States:
1. Confirmed owner info 
2. Will check to see if person handling case is available 
3. Asked customer to hold. 

Writer States:
1. Thanked customer for holding ecr is on another line or 
     away from his desk 
2. Can transfer to vm or leave message that customer is 
    requesting call back?

Customer States:
1,. What is his extension?
2. Would like to be transferred to vm
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Writer States:
1. Advised ecr extension 
2. Transferred to vm for ecr, SLarez

***  Phone - Call - Inbound created on 03/20/2018 10:12:16 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Customer called back and left writer message for a return call.

***  Phone - Call - Inbound commitment fulfilled on 03/20/2018 10:29:51 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
03/20/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 03/20/2018 10:12:53 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Customer states. 
1. Scott Williams called me and stated to pick up the vehicle. 
2. They indicated the heater is working now after they tapped on a box under the hood 
3. They gave me the car back so clearly something is wrong. 
4. I know I qualify for the lemon law. 
5. What do I do?  What is Kia going to do? 

Writer states. 
1. I am sorry 
2. I am reviewing the technical assistance case which the dlr is waiting for a response on. 
3. We may replace the part in question, but since it was a matter of tapping that fuse box, it may be something else so our technical resources may 
recommend they wait until the part fails. 

Customer states. 
1. I am not going to wait until it fails.  Something needs to get done. 

Writer States. 
1. Not fixing it is not an option, you have a warranty that will back defects in the material and workmanship 
2. We will repair it once we are positive of a counter measure. 
3.  I do know it has been frustrating so  I do want to offer you at least two car payments 
4. The good will would  because I do understand you are frustrated 
5. We are going to fix it when we are sure of what needs to be repaired.  Depending on the amount, you may be requested to sign off on it 

Customer states. 
1 how would I do this. 

Writer gave email address and requested customer send a copy of the lease contract along with the payment history 

Customer states. 
1. Thank you

***  Phone - Call - Inbound created on 03/20/2018 10:39:02 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called Scott Williams and left message for a return call. 
regarding case. 

***  Phone - Call - Inbound created on 03/20/2018 10:43:16 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Pending return call from Dlr.

***  Phone - Call - Inbound commitment created on 03/20/2018 10:43:37 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
03/22/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound commitment fulfilled on 04/03/2018 11:52:43 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
03/22/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 04/03/2018 12:12:18 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Lease paper received.

***  Phone - Call - Inbound created on 04/06/2018 14:06:48 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Write called customer back on a duplicate case that was assigned to writer. 

Customer states. 
1.We have spoke to each other already and I did send you the paper work. 
2. I do not want to deal with this anymore. 
3. I am tired of going to the Kia dlr.  
4. The fan blower will just stop working sometimes and I know the dlr has not duplicated it but they need to attempt a repair. 
5. I would not want to be left stranded in a snow storm or sever heat.  I am not happy with this at. 
6. What is Kia going to do for me. 
7. The car is back over there again, I just want another car. 

Writer states. 
1. I am sorry 
2. I do have the paper work for the good will of two car payments, however, if the vehicle is there again we want to fix it before we can offer anything. 
3. We do want to duplicate it, we do want to fix it, we do want to satisfy the situation however we do not want to guess at it. 
4. We want to find the issue then fix it. 

Customer states. 
1. I understand 

Writer states. 
1. If there is back there again.  Let me call the dlr and go from there. 
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***  Phone - Call - Inbound created on 04/06/2018 14:09:54 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called dlr and could not get a hold of anyone, stayed on hold for a long time, will try back another time.

***  Phone - Call - Inbound commitment created on 04/06/2018 14:10:17 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
04/09/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound commitment fulfilled on 04/18/2018 13:45:04 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
04/09/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 04/18/2018 13:47:40 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called David in service and requested svc mgr to call back along with a copy of the RO. 

***  Phone - Call - Inbound commitment created on 04/18/2018 13:48:19 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
04/19/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound created on 04/18/2018 13:09:59 (GMT-07:00) Arizona and created by  Erika Lento ***
Service Manager from

Dealer states:
1.Returning Steve's call

Wrt states: 
1.ok let me see if he's available
2.*placed dealer on hold
3.*skyped SLarez - away
4.Steve appears to be away from his desk at the moment
5.In the case it looks like he wanted a copy of the RO
6.Would you like his VM

Dealer states: 
1.ok
2.No I will email it to him

***  Phone - Call - Inbound commitment fulfilled on 05/05/2018 13:06:55 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
04/19/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 05/05/2018 13:09:24 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called customer back and left message 
Writer states. 
1. I was reviewing this case and noticed we had offered lease payments, however, the vehicle had went back to the Kia dlr. 
2. I wanted to reach out to you.  
3. I will back Tuesday and I can return your call then 

***  Phone - Call - Inbound commitment created on 05/05/2018 13:12:56 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/08/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound commitment fulfilled on 05/14/2018 09:17:46 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/08/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 05/14/2018 09:19:20 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Write called dlr to confirm car was not there. 

Scott states. 
1. We have not seen the car for a few months. 
2. We did the have a few concerns with the A/C 
3. The customer has the vehicle now.  I can send you the RO's 

Writer states. 
1. Please do. 
2. We are going to consider some good will for her and I wanted to ensure we get all our basis covered/. 

Writer gave email address to dlr.

***  Phone - Call - Inbound commitment created on 05/14/2018 09:22:52 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/16/2018 and created by  Steve Larez ***

***  Phone - Call - Inbound created on 05/14/2018 09:24:43 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called customer back 
Writer staest. 
1. A.C is very inconsistent. 
2. There is a grinding, saucer, noise and I smell burnt stuff some times.  I do not want to blow up in this car. 
3. i have told the dlr this before.  The dlr had found that the hose was burnt up 
4. Sometimes they do not even tell me what they are doing.  I am just not happy with it at all. 

Writer states. 
1. I am sorry 
2. I will update the file for you.  I do have the information from repairs getting sent to me. 
3. We do want the vehicle repaired. 
4. I would honestly wait until the vehicle a./c system fails so we can repair it. 
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5. I know the concerns are intermittent and it is very frustrating

customers States. 
1. It is very frustrating.  I did not know the vehicle had to be fixed before you could pay me the lease payments. 

Writer states. 
1.  The reason is because you will need to sign some paper work indicating we are considering this matter closed. 
2. All warranties will be perfect. 

Customer thanked writer for information. 

***  Email - Internal Email Sent created on 05/17/2018 12:37:56  and created by  Kaan Gurocak ***
ECA:
1)  customer filed with the BBB.  
2) Looks l ke you are waiting on repairs to be completed before offering goodwill.  Let me know if I got that wrong.  
3) When you have an update on the last repair attempt please let me know and we can assess next steps.  
4) Also, if you have a recap that would be very helpful.
5) Thanked.

***  Phone - Call - Inbound commitment fulfilled on 05/18/2018 11:05:51 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/16/2018 closed by  Steve Larez ***

***  Phone - Call - Inbound created on 05/18/2018 11:08:31 (GMT-07:00) Mountain Time (US & Canada) and created by  Steve Larez ***
Writer called dlr to confirm vehicle was not there. 
Scott, Parts and Service Director, 
1. The car is here 
2. We have not duplicate the issue as of yet, 
3. She he lives in Eastlake, about 15-20 min driver, she said the blower was not blowing out full blast and the it had a burning smell. 
4.We installed the blower motor last time so I am checking that installation. 

Writer states. 
1. Please open up a tech case. 
2. Thank you. 

***  Phone - Call - Inbound commitment created on 05/18/2018 12:21:35 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/21/2018 and created by  Steve Larez ***

***  Email - Internal Email Received created on 05/21/2018 11:36:54  and created by  Kaan Gurocak ***
ECR email from 5/18:
1) Spoke to customer.
2) Veh is at dealer now and parts/service director says it will stay there over the weekend.
3) Attached latest RO and will start recap.

ECA:
1) Thank you for update.
2) Let me know when recap is compete and I will assess case.

***  Note - Others commitment created on 05/24/2018 14:19:13  with Commitment Date 05/25/2018 and created by  Kaan Gurocak ***

***  Email - External Email Sent created on 05/25/2018 11:38:04  and created by  Kaan Gurocak ***
From: Gurocak, Kaan [KMA] 
Sent: Friday, May 25, 2018 11:38 AM
To: 'E kenberry, Todd'
Subject: Re

Hi Todd,

I reviewed  service history and have found that she does not meet the Definition according the Ohio Lemon Law Summary.  In the first 
12 months of ownership she has had only 2 repair visits to different nonconformities  and was only down a total of 3 days in that time.  My office is 
working with her to resolve this concern and will most likely offer GW for the inconvenience.  Please let me know if this is sufficient to close your case or
 if you'd like me to draft a MRF.

Thank you, 

***  Note - Others commitment updated on 05/25/2018 11:40:59  with Commitment Date 05/29/2018 and updated by  Kaan Gurocak ***
Completed recap and emailed BBB advising customer does not meet definition in OH.

***  Phone - Call - Inbound commitment fulfilled on 05/29/2018 12:13:17 (GMT-07:00) Mountain Time (US & Canada) with Commitment Date 
05/21/2018 closed by  Steve Larez ***

***  Phone - Call - Outbound created on 05/29/2018 11:27:41  and created by  Kaan Gurocak ***
ECA v/m:
1) Introduced.
2) Advised taking over case from colleague, Steve, due to BBB complaint.
3) Provided c/b # and hours.

***  Note - Others commitment updated on 05/29/2018 11:30:08  with Commitment Date 05/31/2018 and updated by  Kaan Gurocak ***
No Response from BBB.  ECA called customer and left v/m.
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***  Phone - Call - Outbound created on 05/29/2018 11:31:10  and created by  Kaan Gurocak ***
SRVM, Amber:
1) Could not reproduce customer's concern.
2) Customer brought vehicle on 5/16, and touched base with customer today to advise of this, (after first reaching out on Friday 5/25).
3) Customer stays she will try to pick veh up today or tomorrow.
4) Confirmed that customer should not qualify for LL as outside of 18 months.

ECA:
1) Thanked for updates.
2) Also thanked for efforts in trying to reproduce concern.
3) ECA will follow up with customer once BBB responds to KMA's request to close case.

***  Phone - Call - Inbound created on 05/30/2018 07:40:30  and created by  Kaan Gurocak ***
Customer v/m:
1) Sorry I missed  your call.
2) Please call me back if you can at primary #.

***  Email - External Email Received created on 05/30/2018 07:41:35  and created by  Kaan Gurocak ***
From: Eikenberry, Todd  
Sent: Tuesday, May 29, 2018 2:08 PM
To: Gurocak, Kaan [KMA]
Subject: RE: 

Hi Kaan:  I have reviewed the same information below with .  She argues that the issue is a severe safety concern and explained that the 
windows will totally fog up or ice over when the heat fails to work, making it impossible to see out of the windows.  She feels this would fall under the 4th
 prong of the Ohio definition that ta ks about the need for only one repair to a condition that could cause death or serious bodily injury.  

She remains adamant about pursuing her request of repurchase.  Due to the time element, we are looking at scheduling the case for arbitration on 6/13
 or 6/14 in the early afternoon hours.  Please advise which of these two days would work best for Kia and if you would like to present via telephone or 
have a rep present?  

Thank you - 

Todd E kenberry, Manager, AUTO LINE (Florida)
Council of Better Business Bureaus

Arlington, VA 
p: 
p: 
f: 

bbb.org Start With Trust®

***  Email - External Email Sent created on 05/30/2018 11:50:56  and created by  Kaan Gurocak ***
From: Gurocak, Kaan [KMA] 
Sent: Wednesday, May 30, 2018 11:51 AM
To: 
Subject: Re: Your 2016 Optima SX - 5XXGV4L20GG

Thank you again for taking the time to speak with me today.  As promised, you can find my contact information below.  Please let me know if you have 
any questions/concerns regarding what we discussed today or updates regarding your vehicle.

Thank you,

***  Phone - Call - Outbound created on 05/30/2018 11:05:12  and created by  Kaan Gurocak ***
ECA:
1) Introduced.
2) Offered FTS and review of ownership history with monetary offer.
3) Reaffirmed Kia's position provided by BBB.

Customer:
1) Beyond frustrated with entire ownership experience.  
2) Have been living with issue for 6-7 months and children have had to deal with it as well.
3) This has not been just the last 2 visits.  
4) Very frustrated with lack of communication between Kia CA.
5) Was promised by ECR of GW of 2 car payments for inconvenience.
6) Family has been put in danger related to fog and lack of heat during cold months.  
7) 4 days in bitter cold without heat due to no loaners at dealership.
8) Feels dealership has been lying to me about things.  They were advised that field rep was involved in repair when it was not in RO.
9) Has had health issues related to all this.
10) Dealership were unable to reproduce a Bluetooth concern and that was very frustrating.
11) Still has rental veh at home.  Scott and Amber from dealer advised they were on vacation for a week and they didn't even know customer's veh was
 still there.
12) Only seeking buyback at this point.
13) Wants down payment back.

ECA:
1) Apologized for all concerns and advised will reassess customer's new repurchase request (requested replacement from BBB).
2) Advised would follow up before any scheduled arbitration.
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3) Advised will send email with contact information.

***  Note - Others commitment fulfilled on 05/30/2018 11:55:58  with Commitment Date 05/30/2018 closed by  Kaan Gurocak ***

***  Note - Others commitment created on 05/30/2018 11:56:42  with Commitment Date 06/01/2018 and created by  Kaan Gurocak ***

***  Email - External Email Sent created on 05/31/2018 09:09:14  and created by  Kaan Gurocak ***
ECA emailed BBB rep Todd:
1) Spoke to customer at length
2) Reassessed case and will be drafting 3 option offer letter for customer that includes buyback she seeks.
3) Please do not schedule arbitration.
4) I will provide offer to customer by the end of the week.

***  Phone - Call - Inbound created on 05/31/2018 10:30:03  and created by  Kaan Gurocak ***
Customer v/m:
1) Just picked up vehicle from dealer.
2) When parking at a friends I found damage to the front bumper and side.
3) Taking vehicle back to dealership not to address these new concerns.
4) I wanted to let you know and ta k about this.
5) Thanks.

***  Phone - Call - Outbound created on 06/01/2018 15:02:30  and created by  Kaan Gurocak ***
ECA v/m:
1) Received message from yesterday.
2) Apologized for cosmetic damage caused by dealer service.
3) Would like to discuss that and your case.
4) Please call back when you can.
5) Provided c/b #

***  Email - External Email Sent created on 06/01/2018 15:06:34  and created by  Kaan Gurocak ***
From: Gurocak, Kaan [KMA] 
Sent: Friday, June 01, 2018 3:06 PM
To: 'E kenberry, Todd'
Subject: RE

Hi Todd,

Sorry to go back and forth with you on this but after reviewing once more we have determined that her safety concern due to the lack of heat first 
occurred outside of the first year of ownership.  I will attempt to offer an FTS once again but if the customer wishes to arbitrate and  you disagree with 
our assessment regarding her qualification then I suppose I will be prepared to argue our position.

Let me know.

Thank you,

***  Note - Others commitment fulfilled on 06/01/2018 15:07:42  with Commitment Date 06/01/2018 closed by  Kaan Gurocak ***
Reviewed with ECAM on 5/31 and PQ Engineer and determined that customer does not qualify for LL.  
Called customer and left v/m
Emailed Todd at BBB to update that we will not be making repurchase offer.

***  Note - Others commitment created on 06/01/2018 15:08:11  with Commitment Date 06/05/2018 and created by  Kaan Gurocak ***

***  Phone - Call - Inbound created on 06/04/2018 09:37:53  and created by  Kaan Gurocak ***
Customer V/M on Friday, 6/1:
1) Sorry I missed out call.  
2) I am on my way to work but can ta k on Monday (6/4).
3) Confirmed phone #.  
4) Thanks.

***  Note - Others commitment updated on 06/04/2018 09:39:35  with Commitment Date 06/04/2018 and updated by  Kaan Gurocak ***

***  Email - External Email Received created on 06/04/2018 17:19:53  and created by  Kaan Gurocak ***
From: Eikenberry, Todd  
Sent: Monday, June 04, 2018 12:26 PM
To: Gurocak, Kaan [KMA]
Subject: RE

Kaan – Customer claims on her BBB claim form that she reported problem with the heater blower on 4/27/17.  I checked the work order and can see 
that the A/C was blowing warm and compressor changed, also something to do with buzzing noise in conjunction with fan speed (possibly a service 
bulletin?).  I have left a message for the customer to review further. 

Sincerely,  

***  Note - Others commitment updated on 06/04/2018 17:22:31  with Commitment Date 06/05/2018 and updated by  Kaan Gurocak ***
BBB seems to agree with KMA assessment that safety concern claim (due to lack of heat) first reported after 1st year of ownership and attempted to 
contact customer.

***  Phone - Call - Inbound created on 06/04/2018 17:35:41  and created by  Kaan Gurocak ***
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BBB VM, Todd:
1) Customer claims she has had problems with the blower motor since day 1 and believes that the a/c issue and heat issue are all related.
2) She plans to put something in writing that she has had problems since day 1.
3) Found TSB regarding a buzzing noise that may increase in conjunction with the HVAC fan speed.
4) She says all issues are related.
5) We need to get a date on this as I need to have an arbitrator make a call on this because of the work orders.
6) Trying to get date for 13th or 14th of next week.
7) Do you want to be on the phone, send someone, or both.

***  Phone - Call - Outbound created on 06/05/2018 07:30:46  and created by  Kaan Gurocak ***
ECA:
1) Introduced
2) Did I call at a good time?

Customer:
1) Actually I am in an office right now.  
2) Can I call you back in an hour?

ECA:
1) Yes, not a problem.

Customer:
1) Thank you.

***  Phone - Call - Outbound created on 06/05/2018 07:37:57  and created by  Kaan Gurocak ***
ECA v/m with BBB's Todd E.:
1) Received your email and voicemail.
2) I understand the BBBs position on this.
3) I am still hoping to explain Kia's position is detail with the customer and see if she might still be open to an FTS.
4) If we do got to arbitration, 6/13 works better for me than 6/14
5) I will get back to  you regarding who will attend (either over the phone, in person, or both).
6) Provided c/b # and thanked.

***  Note - Others commitment updated on 06/05/2018 07:42:33  with Commitment Date 06/05/2018 and updated by  Kaan Gurocak ***
Attempted to call customer but she was unavailable.  Left message with BBB.

***  Phone - Call - Outbound created on 06/05/2018 09:04:26  and created by  Kaan Gurocak ***
ECA:
1) Offered FTS inspection and that after inspection KMA is happy to review customer's repurchase/replacement request.
2) Based on RO history, first documented concern of blower motor concern, that customer claims is safety issue, is 2/13/18, outside of LL definition in 
Ohio.

Customer:
1) Feels dealer has not been documenting ROs properly.
2) Disagrees with documentation and states this has been an issue since day 1.
3) Not interested in FTS as this should have been done already. 
4) Scott from dealership advised that a field tech would be coming out to inspect and he lied as this was never done.
5) Only wishes to arbitrate for repurchase.

ECA:
1) Understands.
2) Thanked customer for time.

***  Note - Others commitment fulfilled on 06/05/2018 09:22:17  with Commitment Date 06/06/2018 closed by  Kaan Gurocak ***
Customer declined FTS, only wishes to arbitrate.

***  Email - Internal Email Sent created on 06/05/2018 09:32:59  and created by  Kaan Gurocak ***
From: Gurocak, Kaan [KMA] 
Sent: Tuesday, June 05, 2018 9:33 AM
To: Sparling, Jack [KMA]
Subject: Availability for BBB Arbitration hearing in Cleveland on 6/13; Time is TBD; Case #  

Hi Jack,

Would you be available to attend an arbitration hearing on Wednesday, 6/13?  

The customer claims that she has had issues with the HVAC heat and blower motor not working since day 1 and that this is a safety concern.  I 
reviewed the case with PQ and they confirmed this vehicle is not experiencing the known "no heat" concern and that an FTS should be sent as this 
seems to be a connectivity issue.  

Contrary to the customer's recollection, the ROs show that her first concern with the blower motor not working, and therefore the heat not working, was 
2/13/18, which is beyond the first year and Ohio's Lemon Law definition.  The customer claims these records are not accurate and still wants to move 
forward with arbitration.  She says she will have friends and family members as witnesses.  She is very upset about this and has been difficult to speak 
to on the phone.  She is only interested in a buy back.

Please let me know if you might be available to attend and when you would have time to review the case.

Thanks!

***  Note - Others commitment created on 06/05/2018 09:36:11  with Commitment Date 06/08/2018 and created by  Kaan Gurocak ***
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Attachments

*********** End Case Report  *****************************






















