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Accident Report
Case

Report Details

 <Provide driver's name, address & phone>

Who owns the vehicle?1.

 <Provide driver's name, address & phone number>

Who was driving the vehicle or who was the last person to drive the vehicle?2.

 <Driver's age>

What is the age of the driver?3.

None 
 <Number of passengers>

How many other passengers were in the vehicle?4.

n/a <Passenger positions, names & ages>

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

 No

Were there any objects in the luggage compartment, passenger compartment, being towed, or otherwise attached to 
the vehicle's exterior?

6.

4/30/17 about 6-6:30 pm  <Date & time>

What was the date & time of the incident?7.

no <Time>

What time was 911 called?8.
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Cloudy not raining and the road was dry 
 <Road & weather conditions>

Describe the road & weather conditions at the time of the incident.9.

No  No

Were there any injuries (describe injuries)?10.

 As he was comig up  Pkwy it started to buck and just died 
he tried to restart it
He was in the right lane - there was no where for him to pull over it just stopped  He put the hazards 
He checked to see if there was anything on in the dash - he tried to turn on the radio or anything 
He called me and while he was sittng in the car he saw smoke coming from under the hood 
I told him to call the towing company and got out of the car 
He waited until the tow truck got there - there was a bad burning smell 
there was never any flames -  
the tow truck told us to get away from the car and he opened the hood 
the smoke kept billowing out of the car 
then the tow truck towed it t Gateway Kia 

 <Description of incident>

Describe the incident in detail including when & where the burning smell, smoke, and fire were first observed.11.

 <Engine On> How long was the engine running before the incident occurred?

Was the engine on, off or in accessory mode?12.

 No

Were any warning lights on or recent service done prior to the incident?13.

When we bought the car they put in an automatic start 
They threw that in with the sale 
 I thnk they took it  somewhere to have it installed 
 Yes <Description>

Have there ever been any aftermarket accessories installed on the vehicle?14.
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Roseland NJ on  and  
 <Location info>

What is the closest address or cross streets, city, and state to where the incident happened?15.

There was not structures involved 
The whole motor is shot and has to be replaced
 <Description> 
If any structure or other vehicle was involved, what was their distance & orientation with respect to the Kia vehicle?

Describe all structures and/or vehicles involved & any damage that occurred to each one. <Document vehicle 
information - make, model, model year>

16.

No  <Name of fire department>

Which fire agency responded?17.

N/A  <Fire report number>

What is the fire report number?18.

At Gateway Kia  <Vehicle location>

Where is the vehicle now?19.

They tried to put in a new starter on Mon but the car died again  Yes <Description>

Have any repairs been completed?20.

 No

Was the insurance company contacted?21.

 No

Have you settled with the insurance company?22.
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I just never had this happen 
I am leery about taking the veh back  
I asked a lemon law attorney and he said that I had to take the car back because it was only one time 
the attorney did suggest that I call Kia 
the dealer didnt even tell us about how to get reimbursed for the tow  <Resolution sought>

In order to consider your request, we will need you to provide us with copies of:
(1) Fire report (if available)
(2) Clear pictures of vehicle (front, rear, side views) and any damage

What action are you requesting of Kia?23.

Accident Report
Case

Report Details
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Accident Report
Case

Report Details

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?

1

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

Driver's seat

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

No

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

09/06/2018 18:49:00

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

Just our Vehicle.

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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11:49

B-2) What time was 911 called?

Sunny

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

No

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

The engine had been running rough over the weekend. The engine was smoking. thought veh was out of 
coolant. Tried to get to the main road and flames started coming out from the hood.

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

Yes

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

No

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

No

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

Davenport, Florida Intersection of  and

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

C-1) Which fire agency responded?

Unknown

C-2) What is the fire report number?

Unknown. Geico Towed

D-1) Where is the vehicle now?

N. Vehicle is a total loss

D-2) Have any repairs been completed?

Yes

D-3) Was the insurance company contacted?

Yes

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

The insurance only paid part. The GAP insurance will not pay off the remaining $3000+, and assistance with getting 
another vehicle.

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

Report Details

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?

0

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

NA

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

No

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

05/23/2017 22:20:00

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

NA

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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3:20pm, right when it happen

B-2) What time was 911 called?

It was mid-day traffic. Sunny probably low to mid 80's. It was a regular Rd, normal condition.

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

No

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

I just got off interstate and I was sitting 3rd car back at red light. And I first smelt what was like an electrical smell, 
right after that brown smoke starting rolling out from under the hood. Within seconds flams start from the side to the 
hood. So I went to unlock the door or roll down the window but neither one would work, so I was trapped in the veh. 
Im not sure how, I dont know if I turned the veh off or what, but I was able to open the door. All I rememeber is 
grabbing my phone and getting out of there.

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

On

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

Yes, I just left the DLR probably at 245PM and this happened at 320PM. This was my first oil change.

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?

 and Highway  New Braunfels, TX

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

C-1) Which fire agency responded?

I wasn't given one

C-2) What is the fire report number?

Its in a wrecker yard. Acer's Towing.   New Braufels TX 3.

D-1) Where is the vehicle now?

No

D-2) Have any repairs been completed?

Yes

D-3) Was the insurance company contacted?

No

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

My insurance adjuster said that they were going to meet with the Kia people there at the yard. At this point I don't 
really know.

D-5) What action are you requesting of Kia?
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 No

Were any Other Vehicles Involved in the Accident?8.

 No

Were There Any Injuries?9.

 No

Was Anyone Taken by Ambulance to The Hospital?10.

 No

Is Anyone Currently Under Medical Attention for this Incident?11.

This took place on 

I had driven about 20 miles after I picked veh up. 

About 1/4 mile from the gate, I though I smelled smoke.
There were no warning lights or indicators on.
I noticed the car in back of me was flashing its lights at me.
I pulled over and saw flames from under the hood.

I turned the ignition off and got out of the car.
There were flames around the driver's door.
The flames were about 20' high.
I walked about 50 yards away and the car was engulfed in flames.
It burned to the ground.

A Colonel I work with was approaching from the other direction and called 911.
Base police and fire departments responded.

As I looked at the car, I saw fluid dripping and on fire under the car.
There was a trail of fluid for about 50 yards before I pulled over.

I called  and they towed the vehicle away. <INCLUDE street names, location, all vehicles involved, what 
part of the vehicles were damaged>

Describe the Incident in Detail, including the approximate vehicle speeds12.

 Yes

Were the Police Contacted?13.
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Quantico military police and fire <Officer Name, Department, Badge>

What is the Name of the Officer, Department, and Badge Number?14.

Unknown <POLICE REPORT NUMBER>

What is the Police Report Number?15.

USAA
Claim no. usaa  Yes, <Name, Address, and Phone of Insurance Company, Policy #, and Claim #>

Was the Insurance Company Contacted?16.

 No

Have You Settled With the Insurance Company?17.

 Towed

Was the Vehicle Driven or Towed From the Scene?18.

Unknown. Enterprise took it. <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 Yes

Were Parties Wearing Seatbelts?21.
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 No

Did the Airbag(s) Deploy?22.

 No

Was Airbag Light on prior to accident?23.

I just want to start this and see where it goes.

I've been in the Marine Corps for 27 years, a jet pilot.
This was a life-threatening event.
I walked away, but my wife would have panicked and been burned alive.

Enterprise does not seem to care at all. They have not called or anything. <RESOLUTION SOUGHT>

What action are you requesting of Kia?24.

 Not Applicable

Have you reviewed the airbag section of the owners manual?
 Yes - In order to consider your request, we will need you to provide us with copies of:
     i.  Copy of Police Report (if available)
     ii.  Pictures of vehicle (front, rear and side views)

25.
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Accident Report
Case

Report Details

A-1) Who owns the vehicle?

no one

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

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

none

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

none

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

no

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

07/23/2017 21:15:00

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

no other damage

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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5:15 pm

B-2) What time was 911 called?

clear and hot, this is AZ

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

no

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

the vehicle had been off for a couple of hours, a neighbor knocked on my door and told me that my vehicle was on fire

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

engine off, vehicle locked

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

no

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

no

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

home address, in the driveway

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

Bullhead City Fire and Police

C-1) Which fire agency responded?
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no, i dont have it

C-2) What is the fire report number?

home address

D-1) Where is the vehicle now?

no

D-2) Have any repairs been completed?

yes

D-3) Was the insurance company contacted?

no

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

I need to know if this is a common thing with your vehicles. I would like KIA to look at the vehicle, i might not ever 
buy another KIA because of this.

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

Report Details

 <Provide Owner Name, Address, and Phone>

Who owns the vehicle?1.

no one was driving <Provide Driver's Name, Address, and Phone>

Who was driving the vehicle?2.

 vehicle was parked <Driver's Age>

What is the age of the driver?3.

no passengers <Number of passengers in the vehicle>

How many other passengers were in the vehicle?4.

no passengers <Provide passenger(s) location in the vehicle, name & age.>

Where was each passenger sitting in the vehicle & what is each person's name & age?5.

no passengers Yes <If children involved & secured in child seats, what type of child seat (rear facing, forward facing, 
booster), attachment method used to secure the child seat to the vehicle (vehicle's seatbelt or latch system).>

Was each occupant wearing his/her seatbelt and if children involved, were they secured in child seats?6.

 No

Were there any objects in the luggage compartment, in the passenger compartment, being towed or attached to the 
vehicle's exterior?

7.

3/5/17 approx about midnight to 12:30 am <DATE> and <TIME>

What was the date and time of the accident?8.
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weather was clear <ROAD & WEATHER CONDITIONS>

Describe the road & weather conditions at the time of the accident.9.

n/a Yes <Document which airbags deployed.>

Did the airbag(s) deploy?10.

n/a Yes <Please describe where the light is located (i.e. on the instrument cluster or near the center of dashboard)>

Was airbag light on prior to accident?11.

 No

Were there any injuries?12.

 No

Was anyone taken by ambulance to the hospital?13.

 No

Is anyone currently under medical attention for this incident?14.

vehicle was parked on the street, the vehicle had been parked since 10:30. It was right in front of a park, locked the 
doors and went home. Ate dinner, fell asleep, i woke up to firefighters putting out my car.  It was completely gone. the 
only thing left was the alternator. <INCLUDE street names, location, all vehicles involved, what part of the vehicles 
were damaged>

Describe the incident in detail, including the approximate vehicle speeds at the time of the incident.15.

, parked in front of <Provide address or cross streets, city, state>

What is the closest address or cross streets, city, and state to where the incident happened?16.
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just this vehicle <Document vehicle information - make, model, model year>

Describe all vehicles involved & any damage that occurred to each one.17.

 Yes

Were the police contacted?18.

LA county sherrif's dept <Name of local police, sheriff, or state/highway patrol agency.>

Which police agency was contacted?19.

V Rodriguez, Norwalk Sherriff's station <Officer Name, Department, Badge>

What is the name of the officer, department, and badge number?20.

 <POLICE REPORT NUMBER>

What is the police report number?21.

 No response selected.

What is the Kia license plate & state?22.

neither, vehicle is where the incident occurred. Driven

Was the vehicle driven or towed from the scene?23.

 Norwalk CA  <VEHICLE LOCATION>

Where is the vehicle now?24.

 No

Have any repairs been completed?25.
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Wawanesa, , no assigned agent, tracking number  Yes, <Name, Address, and Phone of 
Insurance Company, Policy #, and Claim #>

Was the insurance company contacted?26.

 No

Have you settled with the insurance company?27.

I want to know this happened, what happened. I want KIA to pay off this vehicle, reimburse me.  KIA needs to make 
this right. My kids could have been in that car. <RESOLUTION SOUGHT>

What action are you requesting of Kia?28.

 Not Applicable

Have you reviewed the airbag section of the owners manual?
 Yes - In order to consider your request, we will need you to provide us with copies of:
     i.  Copy of Police Report (if available)
     ii.  Pictures of vehicle (front, rear and side views)

29.
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Accident Report
Case

Report Details

A-1) Who owns the vehicle?

n/a

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

0

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

0

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

0

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

No

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

09/25/2017 17:45:00

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

only damage was to entire front end of veh and slight damage to interior dash

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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1:45pm

B-2) What time was 911 called?

Clear and sunny

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

n/a

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

Got a call at 1:45 pm stating veh was on fire.

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

off

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

no

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

no

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

 rock hill sc

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

City of Rock Hill FD

C-1) Which fire agency responded?
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don't have right now

C-2) What is the fire report number?

Service Kings Collision Center in Rock Hill.  Think Insurance company is going to relocate it.

D-1) Where is the vehicle now?

No

D-2) Have any repairs been completed?

Yes

D-3) Was the insurance company contacted?

No

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

Been a Kia owner for 20 years.  Not sure what would like from Kia.

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

Report Details

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

just /was not in the veh

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

Yes

A-3) Do You Own the Vehicle?

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

10/02/2017 20:45:00

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

clear/sunny

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

No

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

No

B-2) Were There Any Injuries?
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No

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

No

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

Yes

C-1) Was the Police Contacted?

Yes

C-2) Was the Insurance Company Contacted?

Metlife, claim

C-2-1) Provide Name, Address, and Phone of Insurance Company, Policy #, and Claim #

No

C-2-2) Have You Settled With the Insurance Company?

Towed

C-3) Was the Vehicle Driven or Towed From the Scene?

salvage yard

C-4) Where is the Vehicle Now? Provide the location.

No

C-5) Have Any Repairs Been Completed?

Page 2 of 3



Yes

C-6) Were Parties Wearing Seatbelts?

the dlr changed my Oil, and i drove away, i smelled buring oil, but i thought it would go away, i drove 23 miles i was in 
there 5 mins and the car caught fire

D-1) What action are you requesting of Kia?
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Accident Report
Case

Report Details

A-1) Who owns the vehicle?

The sales person from the dealership was driving it and delivering it to the house.

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

NA

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

Driver side

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

No

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

04/13/2016 20:00:00

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

It burnt the inside of my engine compartment

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

NA

B-2) What time was 911 called?
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It was average temperature, no rain, it was a normal day.

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

No

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

The sales person drove the vehicle up. When he parked the car there was smoke that was coming out of the hood. The 
salesman got out of the car and lifted the hood. The engine compartment was on fire. My landscaper happened to be 
there and had water to put out the fire. Had he not been there it may have been worse.

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

The engine was on and running but that is all I know because I wasn't driving it.

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

I don't know I wasn't driving the vehicle.

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

Not that I know of

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

 WASHOUGAL, WA

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

NA

C-1) Which fire agency responded?
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NA

C-2) What is the fire report number?

At home.

D-1) Where is the vehicle now?

Yes

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

NA

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

It's not for this incident but should be combined with the recent engine replacement as well as the damage that was 
done due to the fire. I want to be totally fair about what happened. I don't want to scam anyone. Whatever Kia feels 
would be appropriate.

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

Report Details

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

RENTER 

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

Yes

A-3) Do You Own the Vehicle?

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

02/11/2018 23:30:00

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

IN PARKING LOT AT 

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

0

A-7) What Speed was the Vehicle Traveling?
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Accident Report
Case

Report Details
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Accident Report
Case

Report Details

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?

0

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

0

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

0

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

02/11/2018 23:31:00

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

NONE JUST THE CAR

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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3:10

B-2) What time was 911 called?

clear /34 degrees

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

none

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

Cust had rented car only had it for 2 hours brought it back becasuse of it smoking and once she dropped the veh off is 
when it caught on fire and the fire dept came and put it out

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

engine was off

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

none

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?

 SHREEVPORT ,LA  

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

C-1) Which fire agency responded?

NONE AS OF YET

C-2) What is the fire report number?

LOT

D-1) Where is the vehicle now?

NONE  TOTAL LOSS

D-2) Have any repairs been completed?

NO  SELF INSURED

D-3) Was the insurance company contacted?

NO

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

TO REPLACE VEH OR GET VREFUND FOR VEH

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

Report Details
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 Kia Motors America 
Consumer Affairs Department
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Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer: 

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNDPM3AC1H7
2017 SPORTAGE

4,150
05/18/2016San Antonio TX World Car KIA North

Complaint
Quality

Product Liability
Fire/Explosion

Case History

***  05/25/2017 08:07:18 (GMT-07:00) Arizona ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 05/25/2017 08:06:39 (GMT-07:00) Arizona and created by  Justina Sinclair 
***
Customer alleges vehicle caught on fire, contact customer. Gather script and dispatch case to NCA

***  05/25/2017 08:21:12 (GMT-07:00) Arizona ***
Assigned to WIPBin default of Jessica Weaver by Justina Sinclair
Reason: 

***  Phone - Call - Outbound created on 05/25/2017 08:24:18 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called cust @  

Writer states:
1. KMA has been alerted of concerns with veh 
2. Would like to collect information 
3. Would you have the time?

Cust states:
1. I am currently driving 
2. Can I call back 

Writer states:
1. Yes, please call the 1800#, option 4 , and reference your phone number 

Cust states:
1. Ok thank you 

***  05/25/2017 09:52:34 (GMT-07:00) Arizona ***
Case moved into WIPBin default and Sub Status of Assigned
***  Phone - Call - Outbound created on 05/25/2017 08:28:20 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called cust @ 

Writer states:
1 .Calling to follow up 
2. Would you have the time to answer a few questions?

Cust states:
1. Yes 

Writer states:
1 .Ran accident script 
2. Informed case will be sent to another department for handling 
3. Will receive callback within 1-2 business days 
4. Are you able to take case number ?

Cust states:



 Kia Motors America 
Consumer Affairs Department

Page 2 of 8

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer: 

Kia Case Type Lvl1:
Kia Case Type Lvl2:
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1. I don't have a pen 

Writer states:
1. If questions, please call the 1800#, option 4 , and reference your phone number 

Cust states:
1. Ok thank you

***  05/25/2017 14:27:15 (GMT-07:00) Arizona ***
Case moved into WIPBin 4. Thursday and Sub Status of Assigned
***  Phone - Call - Inbound created on 05/25/2017 17:46:43 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Julie Miller ***
Declined for:
1. Complete "draft" activity

***  Phone - Others created on 05/25/2017 14:23:49 (GMT-07:00) Arizona and created by  Jessica Weaver ***
Dispatching to NCA 

1. Cust alleges veh caught fire 
2. Cust aware case being sent 
3. Please review and assist

***  05/26/2017 06:23:48 (GMT-07:00) Arizona ***
Dispatched from WIPBin = ECR to Queue National CA by Jessica Weaver
Reason: Cust alleges fire

***  05/26/2017 07:43:06 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup
***  05/26/2017 07:49:05 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Call to Customer of Ryan Ristow by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 05/26/2017 08:03:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Ryan Ristow ***
Wrt left a VM for the customer. Pending a C/B.

***  Others - Others created on 05/26/2017 08:04:55 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
***  05/25/2017 08:08:10 (GMT-07:00) Arizona ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 05/25/2017 08:06:38 (GMT-07:00) Arizona and created by  Erika Lento ***
Eileen -  Insurance agent: 
my customer's vehicle caught on fire

Wrt states: 
1.apologzied
2.ran script
3.Our national team will be in contact

Insurance states: 
1.Please have them keep me in the loop
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***  05/25/2017 15:31:30 (GMT-07:00) Arizona ***
Dispatched from WIPBin = default to Queue National CA by Erika Lento
Reason: 

***  05/26/2017 07:43:26 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup
***  05/26/2017 07:52:07 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Call to Customer of Ryan Ristow by Jeff Stroup
Reason:

***  Others - Others created on 05/26/2017 08:05:15 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Previous logged note is duplicated case notes.

***  Phone - Call - Outbound created on 05/26/2017 13:06:24 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for insurance rep Eileen.

***  Phone - Call - Inbound created on 05/26/2017 13:08:04 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Ryan Ristow ***
Customer left a VM requesting a C/B.

Wrt left the customer a VM.

***  Phone - Call - Inbound commitment created on 05/26/2017 13:08:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/02/2017 and created by  Ryan Ristow ***

***  05/26/2017 13:09:03 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Call to Customer and Sub Status of Assigned
***  Phone - Call - Inbound commitment fulfilled on 05/26/2017 14:39:50 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/02/2017 closed by  Ryan Ristow ***
The customer called in:
1. Returning your call.

Wrt replied:
1. Yes, wanted to request a photo of the concern to go over with out Kia engineers.
2. Please email it to me and I will review it with them as quickly as possible.

The customer replied;
1. Okay, thanks for the help.

***  Phone - Call - Inbound commitment created on 05/26/2017 14:40:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/02/2017 and created by  Ryan Ristow ***

***  05/30/2017 09:36:07 (GMT-08:00) Pacific Time (US & Canada) ***
Hart photo.jpg added by Ryan Ristow on 05/30/2017 09:36:07

***  Phone - Call - Inbound commitment fulfilled on 05/31/2017 15:56:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/02/2017 closed by  Ryan Ristow ***
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Photo was attached to the case.

***  Phone - Call - Outbound created on 05/31/2017 15:56:43 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the vehicle.
2. I reviewed with the KMA engineers and they recommended treating this as an insurance claim. 
3. If the insurance found a manufacturers defect the would reach out us in a subrogation.
4. Explained subrogation.

The customer replied:
1. How would this happen right after an oil change?

Wrt replied:
1. That would be based off of what the insurance finds in their investigation.

***  Phone - Call - Outbound created on 05/31/2017 16:00:07 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the insurance rep and left a VM:
1. Please give me a call back

***  Phone - Call - Inbound commitment created on 05/31/2017 16:01:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2017 and created by  Ryan Ristow ***

***  05/31/2017 16:07:56 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5. Review and Sub Status of Assigned
***  Phone - Call - Inbound commitment fulfilled on 06/02/2017 08:03:25 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2017 closed by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the customer's claim.
2. We feel that this would best be served as an insurance claim.
3.If you are able to find a concern, we would expect you to subrogate.
4. Maybe you would like to invite the people who performed the initial oil change to the inspection.

Eileen replied;
1.Okay, that is fine.

***  06/02/2017 08:03:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

***  06/30/2017 16:13:07 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Others - Others created on 06/30/2017 16:13:15 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Tread review complete.

***  06/30/2017 16:13:53 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.
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***  08/23/2017 08:33:38 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Phone - Call - Outbound commitment created on 08/23/2017 08:33:41 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/30/2017 and created by  Ryan Ristow ***

***  08/23/2017 08:34:15 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Working

***  Phone - Call - Outbound commitment fulfilled on 08/23/2017 08:38:46 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/30/2017 closed by  Ryan Ristow ***
Insurance rep called back:
1. We are planning a joint inspection soon.
2. Would you like to attend?

Wrt replied;
1. Please send the letter and I can review with the KMA engineers.

***  Email - External Email Received commitment created on 08/23/2017 08:38:48 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/30/2017 and created by  Ryan Ristow ***

***  Fax - Fax Received created on 08/24/2017 11:37:47 (GMT-08:00) Pacific Time (US & Canada) and created by  
Brecon Crosby ***
NCA rec'd fax. States:
1. We are independent adjusters assisting Hochheim Prairie Insurance.
2. Please direct all responses and future correspondence to the address below.
3. Fire occurred shortly after an oil change.

Attaching to case.

***  Others - Others commitment created on 08/24/2017 12:31:52 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/25/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 08/24/2017 12:31:52 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/28/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/28/2017 11:20:36 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/28/2017 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineers.

***  Email - External Email Sent created on 08/28/2017 11:20:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Eileen,

I was able to review with the KMA engineers.  They informed me that they would not be able to make the inspection 
in a timely manner. They requested that the inspection continue without them. Please keep us updated with what is 
found and I will review any new information with the KMA engineers.

Best,
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***  Email - External Email Received commitment fulfilled on 08/28/2017 11:21:11 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/30/2017 closed by  Ryan Ristow ***

***  08/28/2017 11:21:14 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.

***  02/19/2018 10:24:27 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Others - Others commitment created on 02/19/2018 10:24:33 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 02/20/2018 and created by  Ryan Ristow ***

***  02/19/2018 10:48:23 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Working

***  Others - Others commitment created on 02/19/2018 10:24:33 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 02/22/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 02/21/2018 13:07:17 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 02/22/2018 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineers:
1. Contact dealer and request what they found from their inspection as well.

***  Email - External Email Received created on 02/21/2018 13:07:43 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Mr. Ristow,

Please find attached the C&O report completed by Rimkus, Inc. and the associated update from our independent 
adjuster.  If you require anything further, I will be the point of contact from this point forward and will be happy to 
assist.

Thank you,

***  Email - External Email Sent created on 02/21/2018 13:09:04 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Hello ,

It appears that your dispute is with the dealership, however if you are putting KMA on notice as well please keep the 
vehicle available for inspection.

Best,

***  Phone - Call - Outbound created on 02/21/2018 14:01:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the svc mgr.
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***  Phone - Call - Inbound commitment created on 02/21/2018 14:01:37 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/23/2018 and created by  Ryan Ristow ***

***  02/21/2018 14:02:00 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Working

***  Phone - Call - Inbound commitment fulfilled on 02/21/2018 14:28:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/23/2018 closed by  Ryan Ristow ***
Svc mgr contact wrt:
1. I am new.
2. I am unaware of anything like this.
3. I will ask around and get back to you.

Wrt replied:
1. Okay, I appreciate it!

***  Phone - Call - Outbound created on 03/06/2018 15:29:13 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the svc mgr:
1. Requested info.

Svc Mgr replied;
1 I passed that off to the GM.

Wrt replied:
1. Can you provide his contact?

The svc Mgr replied:
1 worldcar.com

***  Email - External Email Sent created on 03/06/2018 15:30:21 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt emailed the general manager:

Hello,

I received your email from the service manager Matthew. I am reaching out in regards to the above VIN.  The 
insurance reached out to us stating that they inspected the vehicle with your dealer and would be pursuing the 
claim with you. I was wondering if you would be willing to share the report from your side of the inspection so that I 
may review and compare that to what the insurance provided with the engineers.

Best,

***  Email - External Email Received commitment created on 03/06/2018 15:30:50 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 03/08/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment created on 03/06/2018 15:30:50 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 03/08/2018 and created by  Ryan Ristow ***
Wrt left a message for the GM.

***  Email - External Email Received commitment created on 03/06/2018 15:30:50 (GMT-08:00) Pacific Time (US & 
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Canada) with Commitment Date 03/09/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment created on 03/06/2018 15:30:50 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 03/14/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 03/14/2018 08:42:36 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 03/14/2018 closed by  Ryan Ristow ***
No contact from GM.

***  03/14/2018 08:42:45 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.
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***  07/25/2017 16:24:42 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Morgan Morgan
Reason: 

***  07/26/2017 07:18:02 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  07/26/2017 07:23:58 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Intro Calls of Ryan Ristow by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 07/26/2017 09:13:01 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the vehicle.
2. How long was it parked prior to the vehicle catching on fire?

The customer replied;
1. It was about 3 hours.
2. I am surprised that this happened because the car was performing so well.
3. I only had it 3 weeks.

Wrt replied:
1. please send photos and I will review as soon as I can.

***  Email - External Email Received commitment created on 07/26/2017 09:14:49 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/02/2017 and created by  Ryan Ristow ***

***  07/26/2017 09:15:25 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  Phone - Call - Inbound created on 07/31/2017 12:23:10 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Harold Noyes ***
Cust States:
1. I want to know what is happening with my caes.
2. The pictures have been sent.
3. The cehicle is sitting in my drive way.
4. I don't know what to do with it.
5. I would like my case manager to call me back.

wrtr sates:
1. I will update your concerns.
2. Your Case manager will be contacting you
3. Thank you for calling Kia consumer affairs.

Wrtr States:
1. Apologizes.
2. TCS will follow up with you as soon as available.
3. Thank you for calling Kia consumer affairs.

***  Email - External Email Received commitment fulfilled on 07/31/2017 12:34:38 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/02/2017 closed by  Ryan Ristow ***
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Wrt attached the photos to the case.

***  Others - Others commitment created on 07/31/2017 12:34:42 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/01/2017 and created by  Ryan Ristow ***

***  Phone - Call - Outbound created on 08/01/2017 11:02:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1.Did the insurance look at the car yet?

The customer replied:
1. I believe they looked at it yesterday.
2. I haven't heard from them yet.

Wrt replied:
1. okay, thanks for the info.

The customer replied:
1. You can reach them at  Claim number .

***  Phone - Call - Outbound created on 08/01/2017 14:40:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the insurance rep.

***  Phone - Call - Outbound created on 08/01/2017 14:40:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wtr contacted the customer and left a VM:
1. Following up to see if you heard from the insurance.
2. Please give me a call back.

***  Phone - Call - Outbound commitment created on 08/01/2017 14:41:38 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/02/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/01/2017 14:42:40 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/01/2017 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineers.

***  Phone - Call - Outbound commitment created on 08/01/2017 14:41:38 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/02/2017 and created by  Ryan Ristow ***
Customer left a VM requesting a C/B.

***  Phone - Call - Outbound commitment fulfilled on 08/02/2017 13:39:39 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/02/2017 closed by  Ryan Ristow ***
Wrt contacted the customer:
1. Have you heard from the insurance?

The customer replied;
1. Yes and they gave me a new adjustor named Shaun.
2. His number is .
3. They did not give me any other info.

***  Phone - Call - Outbound created on 08/02/2017 13:39:41 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Ryan Ristow ***
Wrt contacted Shaun the insurance rep;
1. Has the vehicle been thoroughly inspected?
2. Did you find any obvious concerns?

Shaun replied;
1. it is currently just in the estimate process.
2. We are totaling it out.
3. We are moving it tomorrow.

Wrt replied;
1. okay, thanks for the info
2. Did the customer settle?

Shaun replied;
1. Not yet.
2.We are still in the preliminary stages.

***  Others - Others commitment created on 08/02/2017 13:45:58 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/04/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/04/2017 08:10:04 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/04/2017 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineers.

***  Phone - Call - Outbound created on 08/04/2017 08:12:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt attempted to contact the insurance rep:
1.The answering machine stated that he will be out of office until 8/7/17.

***  Phone - Call - Outbound commitment created on 08/04/2017 08:14:47 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/07/2017 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 08/07/2017 09:01:27 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/07/2017 closed by  Ryan Ristow ***
Wrt left a VM for the insurance rep requesting a C/B.

***  Phone - Call - Inbound created on 08/07/2017 09:02:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Ryan Ristow ***
Customer left a VM requesting a C/B.

Wrt contacted the customer:
1.Has the insurance taken the vehicle yet?

The customer replied;
1. no it is still in the drive way.

Wrt replied:
1. okay, the engineers informed me they want to look at the vehicle.
2. We can wait until the insurance moves it.
3. Once they move it please give me a call.
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***  Phone - Call - Outbound commitment created on 08/07/2017 09:04:40 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/08/2017 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 08/07/2017 09:04:40 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/10/2017 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 08/09/2017 15:08:57 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 08/10/2017 closed by  Ryan Ristow ***
Wrt contacted Shaun in Svc:
1. it looks like the vehicle is at the IAA in Phoenix.
2. Can you give our guys permission to inspect?

Shaun replied:
1. not a problem.
2. I will send the note now.

***  Phone - Call - Inbound created on 08/09/2017 15:53:35 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Ryan Ristow ***
The customer called in:
1. Returning your call.

Wrt replied;
1. thank you.
2. The insurance moved the car to the IAA in Phoenix.
3. The engineers will be looking at it soon.

The customer replied:
1. Okay.
2. I really like that car.

Wrt replied;
1. did you settle with the insurance?

The customer replied:
1. yes, I did.

Wrt replied:
1. explained subrogation.

Customer replied:
1. Can you offer any assistance if I purchase a new Kia?

Wrt replied:
1. I can for sure provide a maintenance plan or extended warranty.
2. I am not sure if I can do anything else.
3. I will have to see.
The customer replied:
1. Okay, I will go car shopping soon and call you.

***  Others - Others commitment created on 08/09/2017 15:57:25 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/11/2017 and created by  Ryan Ristow ***
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***  Others - Others commitment fulfilled on 08/10/2017 10:59:45 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/11/2017 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineer.

***  Others - Others commitment created on 08/10/2017 10:59:47 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/17/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 08/10/2017 10:59:47 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/18/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/18/2017 12:57:40 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/18/2017 closed by  Ryan Ristow ***
Wrt reviewed with the engineer:
1. The engine seized.
2. the cause and origin is unknown.

***  Phone - Call - Outbound created on 08/18/2017 12:57:42 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the vehicle.
2. The engineers were unable to find the cause and origin.
3. However, if you elect to buy a new Kia as you stated before, I am happy to provide a maintenance plan or an 
extended warranty.

The customer replied;
1. I'll keep that in mind.
2. Thanks for the help.

***  08/18/2017 12:59:24 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.

***  09/29/2017 14:11:53 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Others - Others created on 09/29/2017 14:12:03 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Tread review complete

***  09/29/2017 14:12:22 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.
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Case History

Dealer : Generation Kia
Technician : David Nourse
Service Manager : 
Dealer Phone : 
DPSM : Christopher Capuzzo
Vehicle Model : SPORTAGE SX AWD AUTO
Model Year : 2017
Mileage : 29323
Initial comments by Technician found in TL Case  : 
----------------------------------------------------------

[Problem Description]
engine running rough and oil leaking causing smoke

[Diagnostics Performed]
check and found oil leak at center plug for Ecvvt scan ,scan engine and found codes 
p0030300,p039b00,p030af00,p03b900,p03a500 cylinders1,2,3 and 4 pressure too high and p001400 ehaust cam 
timing overadvanced,perform leak down on all cylinders,5% on all except no 3 which is at 96% leak down ,can hear 
leak at oil filler hole . no leak at intake or at o2 sensor hole ,add oil to cylinder no difference in readings.note vehicle 
had no oil in engine had to add 4 quarts. use bore scope and could not see any damage to top of piston

*** Assigned to WIPBin default-1 of Randy Chacon on 08/09/2017 07:06:22 (PST)
***  08/09/2017 09:22:36 (GMT-07:00) Arizona ***
Dispatched from WIP default-1 to Queue  by  

***  08/25/2017 06:54:51 (GMT-05:00) Eastern Time (US & Canada) ***
Accepted from Queue KCAC SA/TL East to WIPBin 0. Inbox by Micah Reese

***  08/25/2017 06:56:50 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIP 0. Inbox to Queue  by Randy Chacon

***  08/25/2017 13:38:02 (GMT-07:00) Arizona ***
Accepted from Queue ZZ David Holly to WIPBin Techline/SA by David Holly

***  Email - External Email Received created on 08/31/2017 16:36:25 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Brecon Crosby ***
NCA was forwarded customer email below:

From
Sent: Wednesday, August 30, 2017 04:53 PM Pacific Standard Time
To: zenogroup.com
Cc: Bell, James [KMA]; Hope, James [KMA]
Subject: 2017 Kia Sportage SX

Dear Mr. Joyer:

It is with great displeasure and grief that I am contacting you
regarding the engine problem and safety concerns with my 2017 Kia
Sportage SX.  I purchased the brand new vehicle and an additional
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vehicle service package on June 20, 2016 at Generation Kia in Bohemia,
NY.  I purchased the vehicle to have peace of mind regarding my safety
and the safety of my passengers.

On July 14, 2017, I called the dealership and told them a check engine
light came on.  They said to bring car in, which I began to do.  As I
was driving to the dealership, the engine made a strange noise and began
smoking heavily and spewing oil from both the front and rear of the
car.  I waited several hours in dealership before finally being told
there were no loaner cars available.  I was told by Matt the service
manager, that I will have to rent a car and would be reimbursed for the
rental cost.  I asked to speak to the owner, Joseph Catalanotto, and was
told he was away on vacation.  I proceeded to rent a car from Enterprise
and I was called the next day and told a loaner car is available.  I
brought rental to the dealership and I was given a filthy loaner car
with very little gas, on empty.

On Monday August 28, 2017, I received a call from the dealership and was
told that my Sportage was fully repaired with new engine installed and
ready to be picked up.  On Tuesday August 29, 2017, I went to the
dealership and asked for the general manager (GM), George.  George met
me, heard my concerns and got service department assistant manager named
Manny who then told an unknown employee to retrieve the car.  The car
was not readily found.

The car was eventually found by an employee and driven to Manny and I in
front of the dealership.  I first noticed the car still had oil from the
engine explosion on the paint and exterior, and apparently had not been
cleaned since the explosion.  Hot oil left on the paint of the car
cannot be good!  I complained to Manny and the employee about the
exterior and Manny stated his department is not responsible for cleaning
the car.  I then requested that they open the hood so we could examine
the alleged new engine and to my dismay, a burned part was put back on
top of the engine and the dirty engine definitely did not appear to be
new!  I told them the car is unacceptable and I went to seek out the GM
George.  He was not available to discuss the situation so I left in the
courtesy car.  George phoned later in the day and agreed the car was
unacceptable and would try and rectify this situation.  I no longer have
any faith in a Kia vehicle or the Generation Kia service department.

I do not believe the situation can be rectified and I no longer want
this unsafe car and subpar maintenance service that I received at the
dealership.

What can KIA offer me before I proceed with the New York State Lemon Law
and or other legal remedies?

Thank you for your attention to this matter.
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Customer stated:
1. Yes, I am actually going to the dealership to talk to them about my vehicle. 
2. On a brand new vehicle, I am shocked that it would need a new engine already. After the vehicle was repaired, 
the dealer told me that they could get me into a 2018 vehicle, however, I would be responsible for the sales tax and 
what not which I don't think that is far. I am going to take back my deposit. I feel that it has been one thing after 
another with this vehicle. I had to pay my rental since they didn't have one available which was only one day but 
they said their limit was $40 and Enterprise charged me $45 which I didn't car. I needed a vehicle to get me 
somewhere and then they were able to put me in another vehicle the next day. 
3. I am just asking for something. I don't want to go through the legal route since I feel this can be handled without 
it. The vehicle is running fine as I had decided to pick it up.
4. I am just thankful that the gentleman that I take care of is fine and that I'm okay but it was terrifying that the 
engine blew up. 
5. Thank you, I appreciate you calling me about it. I will get that sent over to you soon.

***  Phone - Call - Outbound created on 09/25/2017 07:50:13 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR left message for service department. Awaiting C/B.

***  09/27/2017 07:01:48 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 4. Wednesday and Sub Status of Assigned

***  Phone - Call - Outbound created on 09/28/2017 06:36:31 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with Svc Mgr Manny:
1. Writer asked if customer has had other concerns/services? Yes, she had a recall performed but no other 
concerns besides engine. 
2. Requested ROs to be emailed over. Dlr will them shortly.

***  10/02/2017 15:29:47 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 3. Tuesday and Sub Status of Assigned

***  Phone - Call - Outbound created on 10/03/2017 13:27:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR left message for service department. Awaiting C/B.

***  Phone - Call - Outbound created on 10/03/2017 13:30:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR LVM for
1. Calling in regards to your case.
2. Advised that writer is still reviewing info and waiting for dlr to provide docs. Apologize that it is taking a while but 
wanted to let you know that I am still in the process. 
3. If you have any questions please contact writer. Thank you.

***  10/04/2017 15:55:04 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5. Thursday and Sub Status of Assigned

***  Phone - Call - Outbound created on 10/06/2017 07:50:35 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with Svc Adv TJ:
1. Writer requested ROs.

***  Note - Others created on 10/06/2017 07:58:47 (GMT-08:00) Pacific Time (US & Canada) and created by  
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Melissa Diaz ***
ECR received ROs from the dlr.

***  Phone - Call - Outbound created on 10/06/2017 07:59:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with

Writer stated:
1. Introduced self.
2. Advised that writer does have the ROs just need sales contract and I will try to get it from the dlr. Wanted to 
advise that they may not provide it due to needing to verify information but writer will try to contact them. 
3. Thank you. Writer will follow up next week. 

Customer stated:
1. Hello, my husband is in the hospital so that is why I haven't been able to contact you back. 
2. I tried contacting Patti from sales about my contract and she mentioned something about it being somewhere 
else not sure but maybe you would be able to get it?
3. If not I will try to get this done next week and we could discuss this. I am about to get my husband and it has 
been tiresome. 
4. Thank you for your call. Bye.

***  10/06/2017 08:04:51 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Default and Sub Status of Assigned

***  10/10/2017 16:52:13 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 4. Wednesday and Sub Status of Assigned

***  Phone - Call - Outbound created on 10/11/2017 14:05:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR left message for Patti, sales. Awaiting C/B.

***  10/16/2017 16:06:56 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 3. Tuesday and Sub Status of Assigned

***  Phone - Call - Outbound created on 10/17/2017 13:38:50 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR LVM for Patti, sales. Awaiting C/B.

***  Phone - Call - Outbound created on 10/17/2017 13:40:20 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with 

Writer stated:
1. Introduced self.
2. Following up on case.
3. Apologized as I have not been able to get in contact with Patti. I have left her message but she hasn't returned 
my call.
4. Needing sales contract to review case. 
5. Thanked customer. 

Customer stated:
1. Hello, I talked to her last week about getting that over to you.
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***  10/23/2017 07:21:17 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 2. Monday and Sub Status of Assigned

***  Phone - Call - Outbound created on 10/23/2017 12:00:26 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR LVM for 
1. Introduced self. 
2. Calling in regards to your case.
3. Wanted to make sure customer received email. Please contact writer if you did not. Thank you.

***  10/23/2017 12:01:40 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6. Friday and Sub Status of Assigned

***  Email - External Email Received created on 10/24/2017 08:04:31 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Melissa Diaz ***
From:  
Sent: Monday, October 23, 2017 1:31 PM
To: Diaz, Melissa [KMA]
Subject: RE: Case #

Hi Ms. Diaz:

Please see the attached copy of my statement for October 2017 and my registration.

Thank you for you time and concern.

Sincerely,

***  Phone - Call - Inbound created on 10/24/2017 10:31:40 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Melissa Diaz ***
ECR received 3 vms from Margaret Penski advising that customer will be sending the docs over. Prior to writer 
receiving email with docs.

***  Phone - Call - Outbound created on 10/24/2017 10:35:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with :

Writer stated:
1. Introduced self. 
2. Obtained the docs. Will look them over and advise what decision is. Thank you for providing those. Writer will 
review and contact customer by end of this week. Bye.

Customer stated:
1.  Hello, I just wanted to make sure you received the docs to review my case. 
2. Thank you for your call. I will wait to hear from you.

***  10/27/2017 16:57:33 (GMT-08:00) Pacific Time (US & Canada) ***
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Case moved into WIPBin 2. Monday and Sub Status of Assigned

***  Note - Others created on 10/30/2017 12:17:56 (GMT-08:00) Pacific Time (US & Canada) and created by  
Melissa Diaz ***

<For Internal Use Only 
ECR reviewed case with ECA - can provide customer 3 car payments.>

***  Phone - Call - Outbound created on 10/30/2017 12:31:49 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with  

Writer stated:
1. Introduced self. 
2. Calling in regards to your case.
3. Asked if customer has any concerns/issues with the car. 
4. Understand that recent repair was an inconvenience to customer and has left bad taste. Writer has reviewed 
information and would like to offer customer 3 car payments totaling in $1600.22 as a one-time GW gesture. 
5. Writer will need docs to be signed and returned. Advised that from writer's understanding of the docs is that 
concern has been address and has been settled. Warranty is not affected by this and remains in place. 
6. Writer requested the new registration that has customer name to confirm if there is a 2nd co buyer. Writer will put 
together docs and send to customer via email. 

Customer stated:
1. Hello, yes my car is doing fine at this time. There are no issues with the vehicle since the repair. 
2. Wow! I cannot believe it and yes, I would accept this. You have kept your word and managed to make my day 
about this issue. 
3. Thank you for your help on this. I didn't feel comfortable about this issue at all and didn't want the vehicle. I 
appreciate all your efforts on my case and you have really taken care of me. 
4. I will take a look of the docs and to my understanding, release is that I release Kia from concern? Okay, I will 
take a look at it and sign off when you are able to get that to me. 
5. Yes, I just received the actual registration so I will send a copy. I think I should be able to get that to you 
tomorrow. Thank you for your help. You have kept your word on following up with me. Thank you.

***  Email - External Email Received created on 10/30/2017 15:44:05 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Melissa Diaz ***
From:  
Sent: Monday, October 30, 2017 1:13 PM
To: Diaz, Melissa [KMA]
Subject: RE: Case #  2017 Kia Sportage

Hi Ms. Diaz:

Attached please find a copy of my registration for the 2017 KIA Sportage.

Thank you,

***  Email - External Email Sent created on 10/31/2017 07:26:11 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
From: Diaz, Melissa [KMA] 
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***  12/21/2017 13:18:11 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  12/21/2017 15:26:41 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  12/21/2017 15:31:03 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  12/25/2017 10:53:33 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Phone - Call - Inbound created on 01/05/2018 08:12:37 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Melissa Diaz ***
ECR received vm from Margaret Penski:
1. Hello, this is  I am just following up on my case. 
2. Wanted to see what is going on. Please call me. Thank you.

***  Phone - Call - Outbound created on 01/05/2018 08:15:50 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Melissa Diaz ***
ECR spoke with 

Writer stated:
1. Introduced self. 
2. Calling in regards to your case. Received your vm.
3. Wanted to advise check was received. Writer will be mailing it out. 
4. Thank you wish you the same. I hope you enjoy the rest of your day.

Customer stated:
1. Hello. Thank you for letting me know. I appreciate you calling me back and always returning my calls quickly.
2. Have a Happy New Year. Thank you.

***  Letter - Letter Sent created on 01/05/2018 14:34:56 (GMT-08:00) Pacific Time (US & Canada) and created by  
Melissa Diaz ***
ECR mailed out letter

***  01/05/2018 14:35:35 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Goodwill Issued
[Resolution Summary]
Closing pending further contact.
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***  09/25/2017 14:01:02  ***
Contact =  Priority = Standard, Sub Status = Dispatched

***  09/25/2017 14:01:02  ***
Web - Note created on 09/25/2017 14:01:02 and created by  
Car caught fire and is totaled

***  09/25/2017 14:01:05  ***
20170925_143154.jpg added by  on 09/25/2017 14:01:02

***  09/26/2017 08:40:19 (GMT-07:00) Arizona ***
Accepted from Queue eWebSupport to WIPBin default by Diana Thacker

***  09/26/2017 09:07:02 (GMT-07:00) Arizona ***
Dispatched from WIP default to Queue  by  

***  09/26/2017 10:01:38 (GMT-07:00) Arizona ***
Accepted from Queue ZZ Trevor Clay to WIPBin Trevor's Inbound by Trevor Clay

***  Note - Others created on 09/29/2017 07:58:20 (GMT-05:00) Eastern Time (US & Canada) and created by  Eric 
Swecker ***
*** DUP CASE NOTES  Begin *** 

***  09/26/2017 14:57:22  ***
Contact = , Priority = Standard, Sub Status = Dispatched

***  09/26/2017 14:57:23  ***
Web - Note created on 09/26/2017 14:57:23 and created by  

I've owned 5 different Kia vehicles. I bought our newest in April of this year. We enjoyed this car for 4 1/2 months. 
My wife drove it to work this past Monday and parked it at 6:45am. This car sits parked all day until around 2 pm 
and decides to burst into flames under the hood. What can Kia do for me?

***  09/26/2017 14:57:23  ***
sportage.jpg added by KEITH BORDERS on 09/26/2017 14:57:23

***  09/27/2017 07:27:09 (GMT-07:00) Arizona ***
Accepted from Queue eWebSupport to WIPBin default by Diana Thacker

***  09/27/2017 08:17:17 (GMT-07:00) Arizona ***
Dispatched from WIP default to Queue  by  

***  09/28/2017 05:01:54 (GMT-05:00) Eastern Time (US & Canada) ***
Accepted from Queue ZZ Eric Swecker to WIPBin 94-No Commitments by Eric Swecker

*** DUP CASE NOTES End ***

***  Phone - Call - Inbound created on 10/05/2017 07:51:00 (GMT-07:00) Arizona and created by  Trevor Clay ***
Called cust and left VM

Wrt States:
1. Calling to follow up on concern.
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2. Please call back.
3. Gave 800# and case ID.

***  Phone - Call - Inbound commitment created on 10/05/2017 07:52:07 (GMT-07:00) Arizona with Commitment 
Date 10/06/2017 and created by  Trevor Clay ***

***  Phone - Call - Inbound commitment fulfilled on 10/05/2017 11:13:29 (GMT-05:00) Eastern Time (US & Canada) 
with Commitment Date 10/06/2017 closed by  Tracey Icenhour ***

***  Phone - Call - Inbound created on 10/05/2017 11:16:08 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Tracey Icenhour ***

Cust states
1 
2 Returning call
3 Veh caught fire and is now totaled.

Wrt states
1 Apologized
2 Run script
3 Advised would get additional resources involved and member of NCA will follow up with customer
4 If cust has anything additional to add to case, can upload or add note online.
5 What action are you requesting of Kia? 

Cust states
1 Been a Kia owner for 20 years.  Not sure what would like from Kia.
2 Thank you for your time

Wrt states
1 Thank you

***  Note - Others created on 10/05/2017 15:49:49 (GMT-05:00) Eastern Time (US & Canada) and created by  
Tracey Icenhour ***
Forward to NCA
1 Customer alleges veh caught fire.
2 Vehicle is currently at Service Kings Collision Center in Rock Hill SC but insurance company may be moving it.
3 Customer does not know what to request.
4 Please review and follow up accordingly

***  10/05/2017 15:50:09 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = Review for Dispatch to Queue National CA by Tracey Icenhour
Reason: 

***  10/06/2017 07:52:17 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  10/06/2017 12:32:41 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

 ___ ,   
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***  Phone - Call - Outbound created on 10/09/2017 08:51:10 (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 10/09/2017 08:51:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/10/2017 and created by  Alex Villalpando ***

***  10/10/2017 08:08:26  ***
karen.kane_9-26-2017_9-29-58.pdf added by  on 10/10/2017 08:08:24

***  10/10/2017 08:08:27  ***
IMG_0851.jpg added by  on 10/10/2017 08:08:26

***  Note - Others created on 10/11/2017 11:14:29 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 10/11/2017 11:16:02 (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 10/09/2017 08:51:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/13/2017 and created by  Alex Villalpando ***

***  Email - External Email Sent created on 10/13/2017 08:15:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Email - External Email Sent created on 10/13/2017 08:20:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA] 
Sent: Friday, October 13, 2017 8:20 AM
To: 
Subject: Kia Motors America 

Good morning,

I have been trying to contact you in regards to your claim but have been unsuccessful. Please contact me at your 
earliest convenience or reply back to this email with your contact information and a time that you are available.

Thank you,

***  Phone - Call - Inbound commitment created on 10/09/2017 08:51:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/18/2017 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 10/17/2017 10:53:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Copart. Copart advised insurance for customer is Allstate.

***  Phone - Call - Outbound created on 10/17/2017 11:11:13 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***

 ___ ,   
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***  10/31/2017 10:39:46 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/17/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/21/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/28/2017 and created by  Alex Villalpando ***

***  Note - Others created on 11/28/2017 11:19:06 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
KMA engineer will be performing joint inspection 11/30/17

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/01/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/05/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/08/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/15/2017 and created by  Alex Villalpando ***

***  Note - Others created on 12/15/2017 14:39:38 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
KMA engineer inspected vehicle on 11/3017
Result: fire origin in the right rear of engine compartment, cause undetermined

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/18/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 10/31/2017 10:40:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/03/2018 09:33:09 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Natalie at insurance. Wrt requested subro demand and advised would like vehicle returned.

***  Phone - Call - Inbound commitment fulfilled on 01/03/2018 09:34:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/05/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/02/2018 and created by  Alex Villalpando ***

***  Letter - Letter Received created on 03/01/2018 14:29:46  and created by  Jazmin Diaz ***
NCA rec'd letter from Allstate. Letter states:
1. The above noted subrogation claim has been identified as a product liability loss. 

 ___ ,   
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2. Expert report with photos, fire report, and estimate and proof of payments attached. 

Attaching to case.

***  03/01/2018 14:32:37  ***
Assigned to WIPBin default of Alex Villalpando by Jazmin Diaz
Reason: 

***  Note - Others created on 03/06/2018 10:20:23 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 03/06/2018 10:20:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted insurance and spoke to Nancy

Wrt states
1. Hello contacting in regards to claim
2. Have had a chance to review
3. If we do settle, will vehicle be available for us to pick up
4. Will amount change

Nancy states
1. Will review for any changes and follow up
2. Unsure of Copart fees

Wrt states
1. Thank you

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/07/2018 and created by  Alex Villalpando ***

***  Note - Others created on 03/06/2018 10:42:53 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Vehicle location
Copart - China Grove, NC

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/08/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/09/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 03/09/2018 11:41:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: Allstate Claim:  Your ifle #

Hi Alex,

I spoke to Copart and obtained some info. Here's my proposal. Allstate will accept $28,525.18 and KIA can retain 
the salvage. KIA would also be responsible for all charges from Copart ( including advance towing charges and lot 

 ___ ,   
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charges) and would need to pay Copart directly for the same when you pick up the salvage.

Please let me know if that is acceptable. I will need to notify Copart of our agreement.

Thank you,

Nancy

Subject: RE: Allstate Claim . Your ifle # 

Hi Nancy,

Could you please advise how much the total Copart fees would be? I contacted Copart just now but they are unable 
to release this information to me.

Thank you,

Subject:[External] FW: Allstate Claim  Your ifle # 

Good morning Nancy,

I was just wondering If you were able to find out how much the Copart fees would be?

Thank you,

Subject:[External] FW: Allstate Claim  Your ifle #

Hi Alex,

I just spoke to Copart. The advance charge is $85 and title fee is $15. However, he can't give me the final figures 
until the car is removed. So it will go up. I don't know by how much... But once we settle, I'll give them the go ahead 
to speak to you and you can work that out.
Nancy

Nancy Daveldek

***  Email - External Email Sent created on 03/09/2018 11:59:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Friday, March 09, 2018 11:59 AM
To: '
Subject: RE: [External] FW: Allstate Claim . Your ifle # 

 ___ ,   
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Hi Nancy,

Thank you for your assistance with this claim. Please see attached release.

Please contact me if you have any questions. 

Thank you,

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/12/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 03/12/2018 09:54:23 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: [External] FW: Allstate Claim Your ifle # 

 Good Morning,

The vehicle was released from the salvage hold today. You should be able to contact Copart directly. Please 
contact me if you have any issues.

Nancy

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/13/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/13/2018 09:13:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Hilda at Copart. Hilda states
1. Bill is $155
2. Can be payed when vehicle is picked up
3. Check payable to Copart

Wrt states
1. Thank you
2. Please provide copy of bill

Hilda states
1. Will fax it to you

Vehicle location
Copart - 
#43317757

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/15/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/13/2018 09:51:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***

 ___ ,   
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Wrt contacted Nancy at insurance

Wrt states
1. Have contacted Copart
2. Will begin process to pick up vehicle
3. Would it be okay to pick up vehicle once you have sent back the signed release

Nancy states
1. that would be fine
2. do not have a problem with that 

Wrt states
1. great thank you
2. Once release is received, will expedite process

Nancy states
1. Thank you

***  03/13/2018 10:13:30 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: Submitted

***  03/13/2018 11:08:28 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  03/13/2018 11:15:31 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  03/14/2018 08:21:15 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Phone - Call - Outbound created on 03/15/2018 13:28:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Copart and advised sending check today.

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/16/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 03/15/2018 16:18:05 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: FW: Allstate Claim . Your ifle # 

Hi Alex,

Here's the signed release. Please forward settlement check with our claim number to: Allstate . 
Dallas, TX 

Thank you,

Nancy

Nancy Daveldek
Allstate Fire and Casualty Insurance Company

 ___ ,   
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Phone 7

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/20/2018 08:37:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Copart. Copart advised received payment today and can pick up vehicle.

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/13/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/27/2018 16:21:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/18/2018 and created by  Alex Villalpando ***

***  Note - Others created on 04/18/2018 13:54:52 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Received check.

***  Email - External Email Sent created on 04/18/2018 13:55:09 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: RE: [External] FW: Allstate Claim Your ifle # 

Hi Nancy,

Thank you for speaking with me. As discussed, I will be mailing the settlement check today. Could you please 
provide a copy of the title in the meantime or advise as to when we will be receiving the title.

Thank you, 

***  Phone - Call - Inbound commitment updated on 04/18/2018 13:55:37 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/24/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 04/24/2018 10:45:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/25/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 04/25/2018 11:09:40 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/27/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 04/27/2018 09:57:28 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: [External] FW: Allstate Claim . Your ifle # 

 Thank you Alex,

 ___ ,   
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I have a call into the locate office regarding how to get the title to you. I'll let you know.
Nancy

To: @copart.com
Cc: Villalpando, Alex [KMA]
Subject: Allstate claim # . Lot #
Importance: High

Good Afternoon Jarrod,

KIA purchased the salvage as part of their settlement and would now like to receive the title.  Can you please 
advise us as to how they can obtain it?

Thank you,

Nancy

Nancy Daveldek  SCLA
Senior Subrogation Service Representative

Subject: [External] Re: Title for 2017 Kia Sportage

Nancy,

The Fed Ex tracking # is . Do you have a phone # for Alex so I can write on the Fed Ex slip.

Thank you,

Bonnie Albright
Title Clerk
Copart

Subject: FW: Title for 2017 Kia Sportage

Hi Alex,

FYI….

Here’s the tracking number for the title.

Nancy.

-
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Nancy Daveldek  SCLA

***  Phone - Call - Inbound commitment updated on 04/27/2018 10:00:55 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/01/2018 and updated by  Alex Villalpando ***

***  Note - Others created on 05/01/2018 09:22:40 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Received Title.

***  Phone - Call - Inbound commitment fulfilled on 05/01/2018 09:23:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/01/2018 closed by  Alex Villalpando ***

***  05/01/2018 09:23:18 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.

***  07/27/2018 09:40:59  ***
Reopened by Jazmin Diaz with Sub Status of Working

***  07/27/2018 09:41:06  ***
Closed by Jazmin Diaz with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.

 ___ ,   
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***
Caller stated
1. I need to speak to Helena 

wtr transferred caller to Helena

***  10/17/2017 13:15:38 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Auto Assign to Queue National CA by Helena Camacho
Reason: cust states veh caught on fire

***  10/18/2017 08:03:27 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  10/18/2017 08:11:27 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Intro Calls of Ryan Ristow by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 10/18/2017 10:13:38 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the vehicle.
2. What happened?

The customer replied:
1. I just got an oil change and the vehicle caught on fire.

Wrt replied;
1. okay please email the photos and I will review with the KMA engineers.

***  Email - External Email Received commitment created on 10/18/2017 10:16:36 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/25/2017 and created by  Ryan Ristow ***

***  10/18/2017 11:19:31 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  Email - External Email Received commitment fulfilled on 10/25/2017 08:52:14 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/25/2017 closed by  Ryan Ristow ***
Wrt received photos and reviewed them with the KMA engineers.

***  Phone - Call - Outbound created on 10/25/2017 08:52:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Phone - Call - Inbound commitment created on 10/25/2017 08:52:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/01/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 10/30/2017 10:50:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/01/2017 closed by  Ryan Ristow ***
The customer called in:
1. Returning your call.
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Wrt replied:
1. Thanks, I wanted to see where the location of the vehicle is?

The customer replied;
1. The insurance took it to New Brighton, CT.

Wrt replied:
1. Have you settled with the insurance?

The customer replied:
1. Yes I have.
2. I needed a new car.

Wrt replied;
1. if that is the case, we will be awaiting a subrogation from the insurance.
2.Explained subrogation.

The customer replied:
1. Well I am degusted with how I have been treated.

Wrt replied:
1. I am happy to follow up with the insurance to see what they are planning to do.

The customer replied:
1. I am sure they will subrogate you.

***  10/30/2017 10:51:02 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed. Pending customer contact.
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86 Olympia Drive Newark NJ 07114-3120

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/15/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/19/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/20/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/21/2017 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/21/2017 09:58:27 (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 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/22/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/26/2017 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/26/2017 11:02:57 (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 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/03/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/09/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/10/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/11/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/17/2018 13:24:38 (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 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/18/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/18/2018 09:20:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
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Wrt contacted   
1. Mark states have not heard from customer 
2. Wrt advised Mark to provide any additional footage, videos, pictures, etc., available for review
3. Wrt advised Mark would like to have employees review photos and identify where they first saw flames

***  Email - External Email Sent created on 01/18/2018 09:27:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Thursday, January 18, 2018 9:28 AM
To: 
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case Number 

Hello

Thank you for speaking with me. As discussed, could you please send me any videos and photos available 
including any that the employees took. I would also like to have the two employees who wrote the incident reports 
and witnessed the event to complete the attached document and have it returned back to me. 

Please let me know if there are any questions.

Thank you,

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/23/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 01/23/2018 09:21:43 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case Number 

Thanks Alex, I’ll get this over to the employees who were involved in this incident. 

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/25/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/30/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/09/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 02/07/2018 12:26:07 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
To: Sauck, Eric [KMA]; Villalpando, Alex [KMA]
Cc: Vanderslice, Tom; Lang, Bob; Creeden, Joseph; Goswick, Jean
Subject: FW: Kia Motors America / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 

 

-
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Cc: Vanderslice, Tom; Lang, Bob; Creeden, Joseph; Goswick, Jean
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case Number 03
Importance: High

Alex, 
Good afternoon, this is the only other information that we have. Please see below, and attached. If there are any 
other questions Zeeshan’s contact information is below. 
Regards,

To: Warchal, Mark; Villalpando, Alex [KMA]; Sauck, Eric [KMA]
Cc: Vanderslice, Tom; Lang, Bob; Goswick, Jean
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case N ber 

FYI – KIA, The hood was never fully opened so we could not see the exact location of the fire or the origin. 

***  Email - External Email Received created on 02/08/2018 16:38:05 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case N ber 

Alex, Eric,
Good morning, I’m attaching an additional information I received yesterday evening. 
Regards, 

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/13/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/27/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/09/2018 and created by  Alex Villalpando ***

***  Email - External Email Sent created on 03/09/2018 15:30:32 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCACH7  - Kia Case Number 
Importance: High
 
Alex,

 ______,   

-
-

-
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Hello ,
 
Thank you. In the attachment that you provided (RO for 10,982 miles), I am unfamiliar with “A quick RO PMSCRT.” 
What was done in this RO?
 
Although the documents that you have already provided on this matter identify the rental customer by name, 
address, phone, email, and company, we are not looking to get any personal/payment information. You might be 
able to redact that information from the rental agreement before you send it to us—I hope this is acceptable to you.
 
In very recent matters with Avis Budget, we have obtained RAs (with only the last four digits of driver’s license and 
credit card numbers visible). An RA would help us to have a complete file on this vehicle, as well.
 
Thanks for your patience as we finish our investigation of the matter.
 
Eric Sauck 

Subject: RE: Kia Motors America / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7219972 - Kia Case Number 12554403
Eric,
Good afternoon. a Quick RO is an internal repair order / document for a procedure which includes an oil and filter 
change and also a safety inspection. Unfortunately Avis Budget Group will not be able to provide the Rental 
Agreement with the Renters driver’s license number, or parts of it. The personal information that Kia received in the 
initial e-mail for this case was sent in error, and we ask that Kia not contact the renter in this case, as the renters 
personal information was not meant to be shared.
Regards,

 
 

Sent: Thursday, February 22, 2018 12:29 PM
To: k'
Cc: Villalpando, Alex [KMA]
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Ca  N ber 

, thanks for that explanation.

I think I miscommunicated: Kia does not need ANY customer personally identifiable information (PII) from the 
renter. Furthermore, Kia will not contact your renter on our own (if at some time we do feel the need to do so, we 
would ask permission from you and coordinate with you first, but we do not foresee that need).

All of that PII can be redacted from the RA. The important information from the RA is the VIN, rental date, and 
outgoing mileage.

If you cannot provide a redacted RA, please provide the outgoing date/mileage.

-



 Kia Motors America 
Consumer Affairs Department

Page 10 of 15

Last name First name VIN of  Case Number Mileage

,         ,                               Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNDPMCAC3H7
2017 SPORTAGE

11,100
11/26/2016

Complaint
Quality

Product Liability
Fire/Explosion

Regards,
Eric Sauck

Sent: Tuesday, March 06, 2018 6:09 PM
To
Cc: Sauck, Eric [KMA]
Subject: FW: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Cas  N ber 

Hi ,

I just wanted to follow up with you in regards to this case. Is there an update as to whether we can receive the 
rental agreement requested without the customer’s personal information?

Thank you,

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Ca  N be

Alex, 
Good morning, Avis Budget Group will not release the Rental Agreement. Please let me know if anything else is 
needed. 
Thank you,

***  Note - Others created on 03/09/2018 15:51:26 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/12/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 03/13/2018 10:30:23 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Cas  N ber 
Importance: High

 ______,   

-

-

-
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Alex, 
Good afternoon, are there any update on this case? Please advise.
Thank you,

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/16/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 03/13/2018 10:33:46 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
From: Creeden, Joseph  
Sent: Tuesday, March 13, 2018 10:31 AM
To: ; Villalpando, Alex [KMA]; Sauck, Eric [KMA]
Cc: Goswick, Jean
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Cas  N ber 

The customer was in this vehicle for TWO DAYS from Nov 6th at 9:15am, 10,983 miles to Nov 8th at 7:00pm 
11,100 miles.

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/20/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 04/03/2018 08:57:47 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Case Number 
 
Hi ,
 
In speaking with our engineers, we would like to setup a joint inspection date. Does Avis have an insurance 
company we can reach out to or if self-insured, would an Avis representative be available to attend?
 
At the time of the inspection, would it be possible to use a lift in order to inspect under the vehicle?
 
Thank you,

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Cas  N ber 
 
Alex,
Good morning. Avis is self-insured. When would Kia like to set up a joint inspection? I will have to check with the 
location manager to see when would be a good time to do this.

 ______,   

-

-

-
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Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Case Number 
 

,
 
I would like to set up a joint inspection on 4/19 in the morning (8:30-9AM start time). Would that work?
 
Thanks, and I hope you have (or had) a nice weekend.
 

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Ca  umber 
 
Hello ,
 
Following up on my email below. Any thoughts on that date and time? I need to know so that I can make my flight 
reservations.
 
Thanks,

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Case Number 

Eric,
Good morning, I thought we were trying to set this up on 4/19 from an earlier e-mail. Would that date work? – 
please reply to all.
Thank you,

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Ca  Number 
 

thanks. Yes, 4/19 works for me. I would like to start at 8:30 AM, if that works with the others.

Please confirm if we can get the Sportage onto a lift.

Eric

-

-

-

-
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Sent: Tuesday, April 03, 2018 06:27 AM Pacific Standard Time
To: Sauck, Eric [KMA]
Cc: Villalpando, Alex [KMA]; Vanderslice, Tom; Creeden, Joseph; Goswick, Jean
Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7 - Kia Cas  N ber 

Will move it onto a lift for the morning of 4/19

Subject: RE: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7  - Kia Cas  N ber 

Thank you, Bob. I will make my travel arrangements.

See you then.
Eric

***  Phone - Call - Inbound commitment created on 11/29/2017 08:48:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 04/20/2018 13:44:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/24/2018 and updated by  Alex Villalpando ***

***  Note - Others created on 04/23/2018 10:26:32 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
KMA engineer inspected vehicle for second time. Underneath vehicle there was oil residue. The engine oil was low. 
Remints of oil fill cap was not visible. 

Origin of fire is on the exhaust area of engine. Probable cause is engine oil leaking onto hot exhaust manifold. 

***  Phone - Call - Inbound commitment updated on 04/24/2018 10:45:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/25/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 04/25/2018 11:25:35 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hi  contacting in regards to case
2. Have you heard back from inspection results

Cust states
1. I have not yet

 ______,   

-

-
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Wrt states
1. During the joint inspection
2. Oil residue was found underneath vehicle and engine oil was low
3. remnants of oil fill cap was not visible
4. Origin of fire is on the exhaust area of engine. Probable cause is engine oil leaking onto hot exhaust manifold. 

Cust states
1. Okay then
2. Is it possible to get a report of that for our database
3. There was other damages involved and just need something

Wrt states
1. Discussion was verbal. 
2. Can check and follow up

Cust states
1. Thank you

***  Phone - Call - Inbound commitment updated on 04/25/2018 12:04:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/26/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/02/2018 12:52:41 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Phone - Call - Inbound commitment updated on 05/02/2018 12:53:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/03/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/07/2018 14:11:47 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/08/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/09/2018 12:49:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/10/2018 and updated by  Alex Villalpando ***

***  Note - Others created on 05/11/2018 09:56:01 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with Legal

***  Phone - Call - Outbound created on 05/11/2018 10:06:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello calling to follow up
2. Would not be able to provide report, a physical report was not created

Mark states
1. Okay 
2. I just need something that I can send up 

Wrt states
1. Can send letter

 states
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1. Thank you

***  Email - External Email Sent created on 05/15/2018 16:27:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Tuesday, May 15, 2018 4:27 PM
To: '
Subject: Kia Motors America  / Fire Incident November 8th, 2017, Newark, NJ - Kia VIN# 
KNDPMCAC3H7

Hello

Thank you for your assistance with this case. As discussed, please see attached letter.

Please contact me if you have any questions.

Thank you, 

***  Phone - Call - Inbound commitment fulfilled on 05/15/2018 16:27:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/10/2018 closed by  Alex Villalpando ***

***  05/15/2018 16:28:09 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Letter Sent
[Resolution Summary]
Pending further contact.

--= ~
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Case History

***  11/30/2017 16:52:58 (GMT-07:00) Arizona ***
Contact =  Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 11/30/2017 16:44:16 (GMT-07:00) Arizona and created by  Yeimy Armenta 
***
Customer states:
1 vehicle broke down last night
2 vehicle was tow to dealer
3 there was a problem with spark plugs
4 due to the spark plug issue the engine was damage
5 now the engine needs to be replaced
6 Dealer just called and advice is going to take 10 weeks to replace it
7 last night they placed us in a loaner so that we could get home

Writer states:
1 Apologize for the situation
2 will open case
3 contact dealer
4 get part into UPPER
5 Can follow up with customer and repair

Customer states:
1 thank you
2 we have had multiple issues with the car
3 when vehicle was delivered the vehicle started smoke was 
4 smoke was coming out from the hood
5 it actually cut on fire
6 there was an oil leak that got into turbo charger
7 with the heat of the charger when the car stop the oil ignited under the hood
8 The vehicle was at 1700 miles
9 the loaner that dealer gave us is a mini van
10 does not compare to the car we have
11 want to know what can you do to maybe get us into another car

Writer states:
1 Apologize for the situtaion
2 Understand concern
3 will open case
4 will contact dealer to get more informaiton
5 for loaner vehicle will need to talk to dealer if able to get you into another vehicle
6 additional transportation is a courtesy due to warranty does not include additional transportation or compensation 
for vehicle being down 
7 referred to WCIM

Customer state:
1 Understand
2 well not sure if we will be able to keep this loaner until the repair is done
3 if anything can I call you back if need help

Writer states:
1 Definitely please do so
2 will contact dealer
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***  Email - Internal Email Sent created on 12/23/2017 09:44:12 (GMT-07:00) Arizona and created by  Yeimy 
Armenta ***
Writer states:
1 Email DPSM to advise of escalation due to vehicle being down over 20 days

***  12/23/2017 09:47:28 (GMT-07:00) Arizona ***
Dispatched from WIPBin = Dispatch to Queue Western Region ECR by Yeimy Armenta
Reason: vehicle being down over 20 days

***  12/26/2017 10:11:29 (GMT-07:00) Arizona ***
Accepted from Queue Western Region ECR to WIPBin default-1 by Randy Chacon

***  12/26/2017 11:12:13 (GMT-07:00) Arizona ***
Assigned to WIPBin ECR of Jessica Weaver by Randy Chacon
Reason: 

***  Phone - Call - Inbound commitment created on 12/28/2017 17:13:54 (GMT-07:00) Arizona with Commitment 
Date 12/29/2017 and created by  Jessica Weaver ***

***  01/02/2018 15:59:30 (GMT-07:00) Arizona ***
Case moved into WIPBin ECR and Sub Status of Assigned

***  Phone - Call - Outbound created on 01/02/2018 17:06:29 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called cust @  

Writer states:
1. Introduced self 
2. Apologized for veh dying
3. Calling to follow up 
4. Are there questions or concerns 

Cust states:
1. Not at this time - I am just very surprised to find out that my spark plugs caused my engine to fail 

Writer states:
1. Understood - will be looking into something for inconvenience once veh has been repaired and returned 
2. Will be following along with repairs and assisting where needed 
3. If anything arises please feel free to call 
4. Provided ECR phone number 

Cust states:
1. Ok thank you

***  Phone - Call - Outbound created on 01/02/2018 17:12:05 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called  - placed on extended hold, writer disconnected

***  Phone - Call - Inbound commitment created on 12/28/2017 17:13:54 (GMT-07:00) Arizona with Commitment 
Date 01/05/2018 and created by  Jessica Weaver ***

***  Phone - Call - Inbound created on 01/05/2018 09:28:12 (GMT-07:00) Arizona and created by  Jessica Weaver 
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***
Writer called  spoke to Thomas Service Adviser 

Writer states:
1. Calling for status 

Thomas states:
1. The vehicle has been repaired and returned to customer 

Writer states:
1. Please send all RO's you have on file for customer 
2. Provided email 

Cust states:
1. I will send them now 

Writer thanked

***  Phone - Call - Outbound created on 01/05/2018 09:33:45 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called  spoke to Jeff Service 

Writer states:
1. Please send all customer copy RO's -including maintenance 
2. Provided email 

Jeff states:
1. I will get them sent out 

Writer thanked 

***  Phone - Call - Outbound created on 01/05/2018 09:39:08 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called cust @  

Writer states:
1. Calling to follow up on repairs 

Cust states:
1 .Everything is great thank you 

Writer states:
1. Should anything arise regarding the engine please call writer directly 
2. Provided ECR phone number 

Cust states:
1. Ok thank you 
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***  Phone - Call - Inbound commitment fulfilled on 01/05/2018 09:42:24 (GMT-07:00) Arizona with Commitment 
Date 01/05/2018 closed by  Jessica Weaver ***

***  Note - Others created on 01/05/2018 09:42:28 (GMT-07:00) Arizona and created by  Jessica Weaver ***

<For Internal Use Only 
Closing case pending customer callback. Vehicle has been repaired and returned to customer>

***  01/05/2018 09:43:55 (GMT-07:00) Arizona ***
Closed with Resolution Code : Repaired at Dlr
[Resolution Summary]

***  01/05/2018 14:58:18 (GMT-07:00) Arizona ***
Reopened with Sub Status of Working

***  Phone - Call - Inbound created on 01/05/2018 14:59:24 (GMT-07:00) Arizona and created by  Jessica Weaver 
***
Cust states: 
1. Calling back 

Writer states:
1. Would like to review something for inconvenience - please send sales contract 

Cust states:
1. When bought this vehicle is OR 
2. The first day the vehicle was brought down from the DLR - it caught fire in the driveway 
3. It wasn't so much the veh but the service people negligence 
4. The person that serviced it prior left the oil cap off and oil splashed all over the hood 
5. So it caught fire under the hood 
6. They had to tow it back to their service center and it took them awhile for parts 
7. When they brought it back it also has a broken headlight - so they then 
8. When the engine had blown up it was right at the intersection  of a entrance to a highway 
9. Now it has a replacement motor and I feel that I am driving a used car 
10. The DLR has been great in following through and fixing the vehicle 

Writer states:
1. Apologized 
2. What are you requesting of Kia 

Cust states:
1. I don't know what you are able to do 
2. It has just been one process after another and now I have low confidence in the car 
3. Once the engine gets replaced you don't have the same vehicle 

Writer states:
1. Would like to ask a few questions regarding fire 
2. Ran fire script
3. Will be forwarding case to another department for handling 
4. Can still send sales contract to writer and will attach to case 
5. Please allow 2-3 business days for follow up 
6. Please feel free to call if questions 
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Cust states:
1. Ok thank you 

***  Others - Others created on 01/05/2018 17:12:45 (GMT-07:00) Arizona and created by  Jessica Weaver ***
Dispatching to NCA 

1. Customer alleges vehicle caught fire 
2. Please review and assist

***  01/05/2018 17:14:59 (GMT-07:00) Arizona ***
Dispatched from WIPBin = ECR to Queue National CA by Jessica Weaver
Reason: 

***  01/08/2018 08:02:48 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  01/08/2018 08:23:35 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Intro Calls of Ryan Ristow by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 01/08/2018 09:35:21 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Phone - Call - Inbound commitment created on 01/08/2018 09:35:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/16/2018 and created by  Ryan Ristow ***

***  Email - External Email Received created on 01/08/2018 12:12:09 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Email received from customer with purchase agreement and title attached

Hi Jessica,

Per our telephone conversation, I'm forwarding you our Purchase Agreement and Title.

Please let us know if further documentation is required.

Regards,

***  Phone - Call - Inbound commitment fulfilled on 01/08/2018 11:15:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/16/2018 closed by  Ryan Ristow ***
The customer called back in:
1. Returning your call.
2. I sent documents to Jessica.
3. I have had multiple concerns.
4. most recently a fire that led to an engine replacement.
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Wrt replied:
1. Okay, I will gather all the docs and get back to you ASAP.

***  Phone - Call - Outbound commitment created on 01/08/2018 11:15:44 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/09/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 01/08/2018 11:15:44 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/09/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 01/08/2018 11:15:44 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/09/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 01/08/2018 11:15:44 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/09/2018 and created by  Ryan Ristow ***
Wrt left a VM for the dealer.

***  Phone - Call - Outbound commitment created on 01/08/2018 11:15:44 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/10/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 01/10/2018 13:21:43 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/10/2018 closed by  Ryan Ristow ***
Wrt contacted :
1. The customer claimed that their vehicle caught on fire.
2. is this true?

Svc mgr replied;
1. That is not the case.
2. However, there was an engine replacement.

The svc mgr replied:
1. There was no fire.
2. There was just smoke.

***  01/10/2018 13:27:44 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = 2. Pending Customer Callback to Queue Western Region Admin by Ryan Ristow
Reason: Wrt reviewed with ECAM.

***  Phone - Call - Outbound created on 01/10/2018 13:46:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contacted the customer:
1. Calling in regards to the vehicle.
2. I have reviewed and I am able to send you case to the appropriate department to review your request for a 
repurchase.

The customer replied:
1. I do not want a repurchase.
2. I just want either a dealer maintenance plan and an adjustment to my extended warranty.

Wrt replied:
1. okay, I will review and see what I am able to offer and get back to you ASAP.

***  Phone - Call - Outbound created on 01/16/2018 13:15:42 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Ryan Ristow ***
Wrt contacted the customer:
1. I was able to review your request for a maintenance plan. 
2. I can offer one for 84 months, 15K per year at 5,000 mile intervals.

The customer replied:
1. Does it include engine and transmission fluids?

Wrt replied:
1. It does not.
2. it does check all the fluids every time it is used though.

The customer replied;
1. that is not much help then.
2. We already have oil changes for life.

Wrt replied:
1. Well the plan I am offering costs about $1,200.00.
2. I could offer you that.

The customer replied;
1. I will double check with my wife and then give you a call back.

***  Phone - Call - Inbound commitment created on 01/16/2018 13:19:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/23/2018 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 01/16/2018 13:35:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/23/2018 closed by  Ryan Ristow ***
Customer called in:
1. We reviewed and we would just like to accept the cash settlement.

Wrt replied:
1. okay, I will review and get the release out to you.

***  Email - External Email Sent commitment created on 01/16/2018 13:35:40 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/17/2018 and created by  Ryan Ristow ***

***  Email - External Email Sent commitment fulfilled on 01/17/2018 08:29:09 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/17/2018 closed by  Ryan Ristow ***
Hello

Per my discussion with  I am emailing the release to you. Please review, sign, and return it to me. Once 
returned, I will be able to submit for the check.

Best,

***  Email - External Email Received commitment created on 01/17/2018 08:29:10 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/24/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 01/17/2018 13:08:15 (GMT-08:00) Pacific Time (US & 
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Canada) with Commitment Date 01/24/2018 closed by  Ryan Ristow ***
Customer called in:
1. Left VM
2. the vehicle is now leaking motor oil.
3. This feels like a junk yard car.
4. please escalate this case to the other department we were discussing.

***  01/17/2018 13:09:17 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = 2. Pending Customer Callback to Queue Western Region Admin by Ryan Ristow
Reason: Customer requests buyback. Reviewed with ECAM.

***  01/18/2018 13:21:41 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = Western Region Admin to WIPBin Default

***  Phone - Call - Inbound commitment created on 01/18/2018 13:21:50 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/19/2018 and created by  Casey Crowell ***

***  Phone - Call - Outbound created on 01/19/2018 13:34:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Casey Crowell ***
ECA called cust on primary #.
LVM introducing self - requesting call back

***  Phone - Call - Inbound commitment created on 01/19/2018 13:37:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/22/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 01/19/2018 13:54:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/19/2018 closed by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 01/25/2018 13:25:43 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/24/2018 closed by  Casey Crowell ***

***  Phone - Call - Outbound created on 02/05/2018 16:23:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Casey Crowell ***
ECA called cust on primary #:
1. adv working on review of your offer
2.  need most recent RO
3.  will obtain from dlr
4.  will also need sales contract

Cust:
1. got veh back
2.  seems ok now
3.  will consider g/w, but would like to see your offer
4.  let me know if you need anything

***  Phone - Call - Inbound commitment created on 02/05/2018 16:25:07 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/07/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 02/05/2018 16:25:07 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/12/2018 and created by  Casey Crowell ***
From: Crowell, Casey [KMA] 
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From: Crowell, Casey [KMA] 
Sent: Monday, February 19, 2018 1:38 PM
To: 'Devin Henry'
Subject: RE: 

Hi Devin,

Any chance you were able to locate the most recent RO?

Thanks,

***  Phone - Call - Inbound commitment created on 02/09/2018 13:07:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 02/09/2018 13:07:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/21/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 02/21/2018 15:20:28 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/21/2018 closed by  Casey Crowell ***
From: Devin Henry  
Sent: Tuesday, February 20, 2018 2:34 PM
To: Crowell, Casey [KMA]
Subject: FW: .pdf

Casey, 

Sorry it took me so long to retrieve it….

Devin Henry

***  Phone - Call - Inbound commitment created on 02/21/2018 15:20:30 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/22/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 02/23/2018 13:27:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/22/2018 closed by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 02/23/2018 13:37:12 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/27/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 03/01/2018 16:57:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/28/2018 closed by  Casey Crowell ***
ECA called cust on primary#:
1.  LVM requesting s/c.
2.  may send via email or call back to get info

***  Phone - Call - Inbound commitment created on 03/01/2018 16:57:27 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/05/2018 and created by  Casey Crowell ***
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***  Phone - Call - Inbound commitment fulfilled on 03/07/2018 14:21:48 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/07/2018 closed by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 03/16/2018 14:05:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 03/16/2018 14:05:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 and created by  Casey Crowell ***
CSA - 3-option

***  Phone - Call - Outbound created on 03/19/2018 11:06:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Casey Crowell ***
ECA called cust:
1. LVM for return call.

***  Phone - Call - Inbound commitment created on 03/16/2018 14:05:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/20/2018 and created by  Casey Crowell ***
need more info to complete CSA - pending cust call back

***  Phone - Call - Inbound commitment fulfilled on 03/21/2018 15:39:17 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 closed by  Casey Crowell ***
ECA called cust:
1. offered $4k for inconvenience

Cust accepted

***  Phone - Call - Inbound commitment created on 03/21/2018 15:39:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/22/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 03/22/2018 16:47:36 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/22/2018 closed by  Casey Crowell ***
sent release for signature

***  03/23/2018 16:58:12 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: Submitted

***  04/20/2018 13:43:43  ***
Goodwill #  Submitted

***  04/20/2018 13:44:29  ***
Goodwill #  Submitted

***  04/24/2018 09:21:00 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #  Final Approved

***  04/27/2018 16:22:57 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Goodwill Issued
[Resolution Summary]
Settled w/ cust for concerns, provided g/w
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***  01/30/2018 13:46:19  ***
Contact =  ., Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 01/30/2018 13:40:53  and created by  Susan Torborg ***
 states:

1. I am calling to open a case on a vehicle that we had that caught fire.
2. You can follow up with Mary Lockhart/Legal Department

Writer states:
1. Did you file a report with police/insurance?

RM states:
1. Mary can provide you with all that information needed.
2. Mary can be reached at 

Writer states:
1.  Ok I will forward this to our National department.
2. Someone will be in touch.

RM states:
1. Ok thank you 

Writer states:
1. Thank you for calling Kia 

***  01/30/2018 13:46:46  ***
Dispatched from WIPBin = Default to Queue National CA by Susan Torborg
Reason: 

***  01/31/2018 08:18:38 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  01/31/2018 08:40:39 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 01/31/2018 09:32:27 (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 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/02/2018 08:55:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Please advise
3. Please provide photos, reports, statements, etc. 

Mary states

=        
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1. Unit #NH 
2. Renters just left lot 15-20 minutes
3. car began to smoke and someone in another vehicle advised that the car was on fire
4. Car caught on fire and renters loss personal belongings
5. this occurred on 1/11/18
6. We are self insured.
7. Will be able to send you docs. 

Wrt states
1. Thank you

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/09/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/13/2018 and created by  Alex Villalpando ***

***  Note - Others created on 02/12/2018 11:28:17 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Email - External Email Sent created on 02/12/2018 11:28:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, February 12, 2018 11:28 AM
To: 'Mary Lockhart'
Subject: RE:  TPA-  SPORTAGE | KIA #

Hi Mary,

I am reviewing the case with my KMA engineers and we are working on setting a date for inspection.

Please let me know if you have any questions. 

Thank you,

***  Email - External Email Received created on 02/13/2018 13:27:01 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Cc: John Clark
Subject: Re:  TPA-  SPORTAGE | KIA 

Hi Alex,

Can you please include Edgar Hernandez and Laura Zapata when scheduling, as one of them will be attending. 
They are both on this email. 

Thanks,

=        
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Good morning Mary,

Would we be able to set up an inspection for 3/14/18 at 1pm?

Thank you,

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/09/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 01/31/2018 09:32:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/16/2018 and created by  Alex Villalpando ***

***  Note - Others created on 03/19/2018 08:53:54 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 03/19/2018 08:54:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have reviewed case with engineer
3. Cause was not found to be manufacturer defect
4. Oil fill cap is missing
5. Reviewing maintenance history, see oil change was performed right before event. 

Mary states
1. Do you have a written report or photos
2. Can you send it to me

Wrt states
1. Do not have written report
2. Can provide you photo

Mary states
1. Thank you

***  Email - External Email Sent created on 03/19/2018 08:58:19 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, March 19, 2018 8:58 AM
To: 'Mary Lockhart'
Subject: RE: TPA-  SPORTAGE | KIA #

Good morning Mary,

Thank you for speaking with me. Per our conversation, please see attached photo.

Thank you,

=        
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2017 SPORTAGE

1
11/10/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Inbound commitment fulfilled on 03/19/2018 08:59:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 03/19/2018 08:59:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 03/19/2018 08:59:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/04/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 04/11/2018 09:19:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/04/2018 closed by  Alex Villalpando ***

***  04/11/2018 09:19:14 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Pending further contact.

=        
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Complaint
Quality

Eng/Exhaust/Battery/Fuel Sys
Engine Overheat

Case History

***  02/12/2018 07:25:06  ***
Contact = R, Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 02/12/2018 07:25:27  and created by  Edward Blair ***

1.Yesterday the veh had to be brought back to lot because it was smoking really bad 
2.It actually went up in flames and the fire dept had to come put it out

Writer
1.I am sorry about that veh 
2.I have created a case for you and I will send this up to our national team to help you out with this

***  02/12/2018 07:47:49  ***
Dispatched from WIPBin = Default to Queue Southwest Region Admin by Edward Blair
Reason: 

***  Phone - Call - Inbound created on 02/12/2018 07:48:25  and created by  Edward Blair ***
Spoke with 

    
is the primary contact .

***  02/12/2018 08:06:06 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = _New_ to Queue National CA by Kristen Schaefer
Reason: 

***  02/13/2018 07:55:14 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  02/13/2018 08:03:32 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 02/13/2018 11:27:39 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr Spoke with n, with airline company:
1.Asked for description
2.  advised customer was driving and the car started smoking.
3... After she pulled over the car caught fire
4. Wtr asked for pics/ service history/ Fire report
5.  advised will email them
6. Wtr gave email and call ended

***  Phone - Call - Inbound created on 02/13/2018 12:01:18 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr uploaded carfax

***  Phone - Call - Inbound commitment created on 02/13/2018 12:01:33 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 02/13/2018 12:51:34 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2018 closed by  Gustavo Villela ***
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***  Phone - Call - Inbound commitment created on 02/13/2018 12:51:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/13/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 02/13/2018 14:12:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/13/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 02/13/2018 14:12:44 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr reviewed case with engineer

***  Phone - Call - Inbound created on 02/13/2018 15:17:29 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with , avis:
1. Advised case was reviewed
2. Asked for permission to inspect
3.  asked for a copy of rental agreement
4. Asked if facilities had way to lift vehicle
5  granted permission, advised will email agreement and will follow up on lift, and advised mon and fridays were 
bad days
6. Wtr thanked and advised will get back with inspection day

call ended

***  Phone - Call - Inbound commitment created on 02/13/2018 15:27:26 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/16/2018 and created by  Gustavo Villela ***

***  02/14/2018 10:20:42 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Thermal Event and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 02/16/2018 09:33:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/16/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 02/16/2018 09:33:54 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with 
1. Asked if lift was avaiable for inspection
2. stated yes
3. Wtr advised engineer coming 2/20 around 8:30am
4.  thanked call ended

***  Phone - Call - Inbound commitment created on 02/16/2018 13:34:28 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/23/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 02/27/2018 16:05:06 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/23/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 02/27/2018 16:05:08 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
reviewed with engineers

***  Phone - Call - Inbound commitment created on 02/27/2018 16:08:57 (GMT-08:00) Pacific Time (US & Canada) 
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with Commitment Date 03/01/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 03/01/2018 15:34:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/01/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 03/01/2018 15:34:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/08/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound created on 03/02/2018 13:45:41 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with 
1.Advised calling on behalf of customer
2. Customer claiming injuries
3. Wtr advised to have customer email me with info
4  agreed

call ended

***  Phone - Call - Inbound commitment created on 03/01/2018 15:34:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/08/2018 and created by  Gustavo Villela ***

***  Note - Others created on 03/06/2018 11:31:29 (GMT-07:00) Arizona and created by  Robert Bauer ***
****************Notes from Duplicate Case************************
***  03/05/2018 19:54:10 (GMT-08:00) Pacific Time (US & Canada) ***
Contact = , Priority = Standard, Sub Status = Working

***  Email - Internal Email Received created on 03/05/2018 19:54:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Sandra Guindi ***
NCA was contacted by KMA Marketing who received a copy of a post from Kia Motors India. Post was from a 
US-based customer who indicated a Sportage had caught fire while his wife was driving. Attaching copy of post to 
case. 

Please follow up with customer accordingly.

***  03/05/2018 19:57:28 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = default to Queue Callcenter by Sandra Guindi
Reason: 

***  03/06/2018 08:57:46 (GMT-07:00) Arizona ***
Accepted from Queue Callcenter to WIPBin default by Diana Thacker

***  03/06/2018 10:52:29 (GMT-07:00) Mountain Time (US & Canada) ***
Assigned to WIPBin Inbox of Robert Bauer by Julie Miller
Reason: 

***  Phone - Call - Outbound created on 03/06/2018 11:09:16 (GMT-07:00) Arizona and created by  Robert Bauer 
***
Writer states:
1. Calling to follow up on case.
2. Advised that writer was provided information that the Veh may have caught fire.
3. Can you explain the situation?
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3. Please call to discuss
4. Thank you

***  Phone - Call - Inbound commitment created on 03/07/2018 12:27:04 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 03/08/2018 and created by  Jason Henry ***

***  Phone - Call - Inbound commitment created on 03/07/2018 12:27:04 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 03/08/2018 and created by  Jason Henry ***

***  Phone - Call - Inbound commitment created on 03/07/2018 12:27:04 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 03/08/2018 and created by  Jason Henry ***

***  Phone - Call - Inbound commitment fulfilled on 03/09/2018 12:26:49 (GMT-05:00) Eastern Time (US & Canada) 
with Commitment Date 03/08/2018 closed by  Jason Henry ***

***  Phone - Call - Outbound created on 03/09/2018 12:28:04 (GMT-05:00) Eastern Time (US & Canada) and 
created by  Jason Henry ***
Wrt called cust to follow up:
1. Left VM with KCAC# and Case ID
2. Calling to follow up on veh concerns
3. Please call to discuss
4. Thank you

***  Note - Others created on 03/09/2018 12:28:29 (GMT-05:00) Eastern Time (US & Canada) and created by  
Jason Henry ***
*****ESCALATING CASE TO NCA PER PL*****
1. Cust alleges veh caught fire while driving
2. Multiple pictures and videos posted to Social Media (links above)
3. Wrt has been unable to make contact with customer to get details
4. Please review and follow up accordingly

***  03/09/2018 12:30:25 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = In  Progress to Queue National CA by Jason Henry
Reason: 

***  03/12/2018 08:26:05 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  Phone - Call - Inbound commitment fulfilled on 03/14/2018 15:29:08 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/08/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 03/14/2018 15:29:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/16/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 03/14/2018 15:29:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 03/20/2018 07:45:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 closed by  Gustavo Villela ***
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***  Phone - Call - Inbound created on 03/20/2018 07:45:13 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr reviewed case with engineers

***  Phone - Call - Inbound commitment created on 03/20/2018 07:45:25 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound created on 03/21/2018 09:14:34 (GMT-07:00) Arizona and created by  Sasha Kerns ***
Customer states:
1: Missed call from JHenry
2: Was unsure what the message was about

Writer states:
1: Apologized
2: Advised case was sent to NCA

Customer states:
1: Gustavo has been the CM
2: I cant get a hold of him
3: My attorney cant reach Gustavo

Writer states:
1: Aplogized
2: Advised will document in case
**Transferred to JHenry voice mail

***  Phone - Call - Inbound created on 03/27/2018 15:49:30 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Tracey Icenhour ***
Becky with William Long's Office 

Cust states
1
2 Need to know how to send letter of representation to Gustavo
3 Cust rented Kia from Avis and Kia is accepting liability for accident
4 Cust has spoken with Jovana Richard

Wrt states
1 Apologized
2 Advised called GVillela  and he was not available
3 Left VM to have NCA call Becky back and provided why Becky needs to speak with NCA

Cust states
1 Thank you

***  Phone - Call - Inbound created on 03/30/2018 16:12:18 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Tread Review Completed

***  Letter - Letter Sent created on 04/09/2018 11:01:49 (GMT-08:00) Pacific Time (US & Canada) and created by  
Brecon Crosby ***
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NCA rec'd letter from William R Long. Letter states:
1. Please find enclosed the following concerning the above referenced matter: medical reports & wage information.

Attaching to case.

***  Phone - Call - Inbound created on 04/10/2018 12:13:40 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Jada Jones ***
cust states 
1. I am checking on my case I haven't heard anything and I want to know something 

wrt states 
1. apologized and advised cust that I will note case and case manager will reach back out to him

cust states 
1. I have left him 4 vms and emailed three times

***  Phone - Call - Inbound commitment fulfilled on 04/18/2018 08:38:56 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 04/18/2018 08:38:57 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
WTr spoke with s;
1. Apologized for the wait
2. Advised received letter of rep from cust in regards to med. bills
3. Will review with our legal team
4. Will follow up with you for next steps today or tomorrow
5.  thanked 
call ended

***  Phone - Call - Inbound commitment created on 04/18/2018 08:47:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/19/2018 and created by  Gustavo Villela ***

***  Web - Note created on 05/03/2018 06:46:52 (GMT-07:00) Arizona and created by  Mariella Campos ***
SOCIAL MEDIA CONTACT 5/3/18

CUSTOMER 
Kia car fire
I’m in need of help .. my pregnant wife rented a Kia Sportage this year and the car busted in flames causing her to 
have smoke damage. I have video and reached out to Kia and they have ignored me. Can someone please helps 
us with this matter. This is not a case that’s by its self my reach shows several cases that has happened. This was 
not only Kia but also the airport rental company that’s decided not to be concerned about the situation. If you guys 
can help me please contact me and my wife at 

========================================================================================
==================

***  Phone - Call - Inbound created on 05/08/2018 16:02:27 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with :
1  looking for update
2. Wtr advised will follow up tomororow morning

 

-
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Morley completed transaction

***  07/31/2018 08:39:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Gustavo Villela with Resolution Code : Repurchase/SOC
[Resolution Summary]
No further contact required
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Case History

***  03/07/2018 15:17:27 (GMT-08:00) Pacific Time (US & Canada) ***
Contact =  Priority = Standard, Sub Status = Working

***  Email - External Email Received created on 03/07/2018 15:13:15 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Wrt received an email 1/23/18:

Ryan – Attached are the following items to set up a case for this thermal incident.  There was an oil change done by 
Mr. Tire the day before the fire and Mr. Tire has also been “put on notice”.  Will probably need to do a dual 
inspection so spoliation of evidence doesn’t occur.  Let me know if you need anything additional.  Deborah
• Kia Incident Report
• Driver statement
• Fire estimate & pictures (19 pages)
• Copy of rental agreement
• Maintenance/service records (11 pages)

***  Email - External Email Sent created on 03/07/2018 15:15:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Deborah,

Thank you. I will get this info review and get back to you.

Best,

***  Email - External Email Received created on 03/07/2018 15:18:29 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
What case number did you assign to this one?  Also, where are we in the process?  Deborah

***  Email - External Email Sent created on 03/07/2018 15:18:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Ryan – Hope everything is okay; haven’t heard anything on this case.  Even a case number would help get people 
of my back.  Deborah

***  Email - External Email Sent created on 03/07/2018 15:19:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Deborah,

The dealer is still repairing the vehicle. They are currently waiting on a back ordered part. The case number is 

Best,

***  Email - External Email Sent created on 03/07/2018 15:19:29 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Kia #  is for VIN H6 .  VIN H7  (above) is for vehicle picture below; and I don’t have that case 
#.  Deborah

***  Others - Others commitment created on 03/07/2018 15:27:28 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/09/2018 and created by  Ryan Ristow ***

***  Email - External Email Sent created on 03/07/2018 15:28:12 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Ryan Ristow ***
Deborah,

I apologize for the confusion and delay. The case number is . I will review with the engineers and give you 
a call this Friday with an update.

Best,

***  03/07/2018 15:28:31 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Working

***  Others - Others commitment fulfilled on 03/09/2018 14:15:13 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/09/2018 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineers:
1. they would like to inspect the vehicle.
2. Get location.

***  Phone - Call - Outbound created on 03/09/2018 14:15:14 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt contact ELCO:
1. We would like to inspect the vehicle.
2. Where is it located?

Elco replied:
1

Wrt replied;
1. okay, I will review with the KMA engineers and get back to you with the dates they choose.

***  Others - Others commitment created on 03/09/2018 14:16:30 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/13/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 03/09/2018 14:29:34 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/13/2018 closed by  Ryan Ristow ***
Engineer available to inspect 3/21 or 3/28.

***  Email - External Email Sent created on 03/09/2018 14:29:39 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt sent email to ELCO rep stating available inspection times.

***  Others - Others commitment created on 03/09/2018 14:30:09 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/21/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 03/09/2018 14:30:09 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/30/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 03/29/2018 10:42:09 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 03/30/2018 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineer:
1. The origin is the area of the exhaust manifold.
2. The cause is the oil fill cap not being on, causing oil to leak onto the exhaust.
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***  Email - External Email Sent created on 03/29/2018 10:46:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Hi Deborah,

I was able to review the results of the inspection with Eric. He stated that the origin of the fire is the exhaust 
manifold and the cause appears to be the failure of the oil cap not being on. This led to oil leaking onto the exhaust 
and causing the fire.

KMA will not be taking responsibility for this case.

Let me know if you have any questions.

Best,

***  03/29/2018 10:46:47 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.

***  03/29/2018 12:53:09 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Email - External Email Received created on 03/29/2018 12:53:22 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Would you mind emailing me an official denial letter so we can use it to pursue Mr. Tire?  I’d feel uncomfortable 
using this email string…unless you are okay with that?  Deborah

***  Email - External Email Sent created on 03/29/2018 12:53:52 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Deborah,

No problem.  Please see the attached.

Best,

***  03/29/2018 12:54:35 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.
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***  06/29/2018 14:24:45 (GMT-07:00) Mountain Time (US & Canada) ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 06/29/2018 14:15:37 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Helena Camacho ***
cust states:
1. took the veh in for oil change, the 7th i beleive
2. i was told there was a recall on my car
3. after the appointment i came home parked the car and didnt go anywhere until the next morning
4. after completing my errands for the
smoke was pouring out of the car
the whole front end was covered in smoke
after it cooled down, they didnt put the oil cap back on after my visit
there wasnt much oil in my engine 
refilled my oil and sent me home
over the weekend it was smelling really bad
took it to the dlr, i ask for a loaner
they didnt have one
they would tell me when one was available, i said i would wait
the mgr came out and said the oil was all over the engine, they ordered a new matt
they called told me it was ready but the smell was still there
i said keep it till the smell is gone
the dip stick was bunt at the bottom
they told me it was normal, i said no its not
i love kia's i have had a few of them, love every one of them
i was thinking about keeping after the lease but now i dont
i just want to get out of this car, i would perfer a kia

writer states:
1. apologized
2. thank you for being a loyal kia customer
3. i would like to see what we can do to help
4. please allow me 2-3 days to review your concerns
5. once i have an update i will give you a call back

cust states:
1. ok, thank you
-call disconnected with cust
-agent calls dlr

call to
writer states:
1. looking to speak to Svc Adv/Mgr
2. req veh history

Michelle svc adv states:
1. was here 6/19/2018 RO was closed, RO 6/8/2018
2. replace incabin filter/new hood insalator
3. cust states, we changed the oil yest and there is spots on his floor
4. oil cap was not tight on veh, cleaned and decreased it
5. we detailed the car and gave it back to cust
6. its not burnt, thats what it looks like after being in the oil
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3. I can't trust the veh, worried that it'll freeze up if far from home.
4. Don't trust engine.
5. I don't know what Kia can do for us, I don't know.
6. I don't trust veh and i want to get rid of it, but would lose money on 39 mo. lease. 
7. Engine was enough that it was smoking off, almost had to call fire dept.
8. It was Courtesy Ford's fault, they offered free oil change.
9. Loves Kias, have owned several.
10. Wants to be placed into a new veh or have lease terminated or something, thinks dlr should do something.

Wrt:
1. Apologized. 
2. As manufacturer, we may be able to assist with lease payment reimbursement or a similar item.
3. Will review with dlr and f/u late this / early next week.

Cust thanked.
Wrt thanked.

***  Phone - Call - Outbound created on 07/09/2018 08:26:18 (GMT-07:00) Arizona and created by  Bruce Hardt ***
Called svc, transferred twice with no option to LVM.

***  Phone - Call - Inbound commitment created on 07/09/2018 08:31:25 (GMT-07:00) Arizona with Commitment 
Date 07/16/2018 and created by  Bruce Hardt ***

***  07/09/2018 08:31:45 (GMT-07:00) Arizona ***
Case moved into WIPBin 1 - Monday and Sub Status of Assigned

***  07/10/2018 05:38:04 (GMT-07:00) Arizona ***
Case moved into WIPBin 0 - Hold and Sub Status of Assigned

***  Phone - Call - Inbound created on 07/13/2018 11:45:10  and created by  Heather Jessee ***
Cust states:
1. Calling to check status of case, can you help?

Writer states:
1. Apologized.
2. Adv that the case is being handled by our ECR team.
3. Adv per case notes we are waiting to get additional info back from the dlr.

Cust states:
1. I don't want this vehicle anymore.
2. I don't trust this veh.
3. As soon as I have a resolution on this, I want to trade in this one and perhaps get another one. 
4. Someone offered me to 

Writer states:
1. Apologized.
2. Adv will make ECR aware of you contacting us today.
3. Provided case # and contacting info.

Cust states:
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1. Thank you

***  Phone - Call - Inbound commitment fulfilled on 07/16/2018 06:22:18 (GMT-07:00) Arizona with Commitment 
Date 07/16/2018 closed by  Bruce Hardt ***
Email sent to SM requesting cust copy ROs.

***  Phone - Call - Outbound created on 07/16/2018 06:23:46 (GMT-07:00) Arizona and created by  Bruce Hardt ***
Called cust, connection lost post-greeting.

***  Phone - Call - Inbound created on 07/16/2018 06:24:17 (GMT-07:00) Arizona and created by  Bruce Hardt ***
LVM:
1. Calling in f/u to case; apologized for delayed c/b and poor connection on last call.
2. ECR remains involved and will f/u.
3. Provided contact info.

***  Phone - Call - Outbound commitment created on 07/16/2018 06:26:31 (GMT-07:00) Arizona with Commitment 
Date 07/19/2018 and created by  Bruce Hardt ***

***  07/16/2018 06:26:49 (GMT-07:00) Arizona ***
Case moved into WIPBin 1 - Monday and Sub Status of Assigned

***  Letter - Letter Received created on 07/17/2018 12:14:59  and created by  Jazmin Diaz ***
NCA rec'd letter from customer. Letter states:
1. Purchased 12/4/16
2. 1st oil change & inspection 3735 miles 6/27/17.
3. 2nd oil change & inspection 9775 on 6/7/18, service done at Courtesy Ford.
4. Recall done.
5. 6/8/18, drove about, car sat on driveway for about 1 1/2 hours. 
6. Wife said she smelled Deisel fuel, then I noticed a large amount of oil on driveway.
7. I went straight over to courtesy For to service Dept. where the engine was pouring white smoke and thought it 
was on fire. 
8. The smell in my car makes my wife and me sick. 
9. I don't trust this engine. 

Attaching to case.

***  Phone - Call - Inbound created on 07/18/2018 06:15:13 (GMT-07:00) Arizona and created by  Bruce Hardt ***
VM received from cust 746 AM on 7/17.

***  Phone - Call - Outbound commitment fulfilled on 07/18/2018 13:31:30 (GMT-07:00) Arizona with Commitment 
Date 07/19/2018 closed by  Bruce Hardt ***
Cust:
1. Had issue with veh and dlr last month.
2. Called leasing co and they put me straight to CA.
3. They agreed with me that engine was hurt.
4. Someone said they'd provide a CP and that won't resolve our problem.
5. Dlr did oil change in June and went back home after and next day, drove some 50 mi and noticed there was oil 
puddle in driveway.
6 Took to dlr and the veh had smoke, couldn't see front of veh.
7. Mechanic had forgotten to put oil cap back on and oil went everywhere.
8. Dipstick bottom was burnt, engine was that hot.
9. They fixed the veh but there was still a smell and told them to fix it correctly.
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10. They said it was okay and gave veh back. Claims engine is now louder.
11. Dlr wanted to deny it and said not to worry about it that there's a wty; that doesn't give me satisfaction.
12. Dlr can't work out deal with me, sales / lease wise.
13. Dlr forgot to put cap on now they're denying it.
14. Know it is dlr's fault but what KMA do?

Wrt:
1. apologized.
2. What are you requesting from KMA?

Cust:
1. Want you to get dlr to get us into a new car at lower price.
2. They wanted to jump payment, that's not fair.

Wrt:
1. If veh is louder or your alleging is not working correctly, please set appt with svc.
2. Will file complaint with DPSM.
3. Your sales-related request would be resolved between yourself and sales.

Cust thanked.
Wrt thnaked.

***  Phone - Call - Outbound commitment created on 07/19/2018 10:00:29 (GMT-07:00) Arizona with Commitment 
Date 07/24/2018 and created by  Bruce Hardt ***

***  07/19/2018 10:00:41 (GMT-07:00) Arizona ***
Case moved into WIPBin 4 - Thursday and Sub Status of Assigned

***  Phone - Call - Outbound commitment fulfilled on 07/24/2018 07:18:13 (GMT-07:00) Arizona with Commitment 
Date 07/24/2018 closed by  Bruce Hardt ***
LVM:
1. Calling in f/u to engine concern; request c/b.

***  Phone - Call - Inbound commitment created on 07/24/2018 07:19:19 (GMT-07:00) Arizona with Commitment 
Date 07/30/2018 and created by  Bruce Hardt ***

***  07/24/2018 07:23:08 (GMT-07:00) Arizona ***
Case moved into WIPBin 2 - Tuesday and Sub Status of Assigned

***  07/24/2018 13:47:08 (GMT-07:00) Arizona ***
Case moved into WIPBin 0 - Hold and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 07/31/2018 06:52:27 (GMT-07:00) Arizona with Commitment 
Date 07/30/2018 closed by  Bruce Hardt ***
Email sent to cust requesting c/b or f/u on status.

***  07/31/2018 06:52:40 (GMT-07:00) Arizona ***
Closed by Bruce Hardt with Resolution Code : Concerns Recorded
[Resolution Summary]
Fire TREAD completed - JM

***  09/26/2018 18:15:04 (GMT-07:00) Arizona ***

  _ __ ___  _ 
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Reopened by Bonnie Bauer with Sub Status of Working

***  09/26/2018 18:22:10 (GMT-07:00) Arizona ***
Closed by Bonnie Bauer with Resolution Code : Concerns Recorded
[Resolution Summary]
Fire Tread Review Complete-BB

***  09/27/2018 18:12:36 (GMT-07:00) Arizona ***
Reopened by Bonnie Bauer with Sub Status of Working

***  09/27/2018 18:12:52 (GMT-07:00) Arizona ***
Closed by Bonnie Bauer with Resolution Code : Concerns Recorded
[Resolution Summary]
Fire Tread Review Complete-BB
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***  10/04/2018 11:53:56  ***
Contact = , Priority = Standard, Sub Status = Working

***  Note - Others created on 10/04/2018 12:16:36  and created by  DANIELLE GANGEWERE ***
CUSTOMER “ALLEGES” PRODUCT LIABILITY 
Forward to NCA
1 Customer alleges thermal even occurred.
2 Vehicle is currently down at Unknown as Geico towed veh.
3 Customer is requesting KIA payoff remaining balance of veh, and assist with getting a new veh.
4 Please review and follow up accordingly

***  Phone - Call - Inbound created on 10/04/2018 12:07:34  and created by  DANIELLE GANGEWERE ***
Cust states-
1 September 6, 2018.
2 Veh caught on fire.
3 The veh is a total loss.
4 Geico payed off most of the veh.
5 KMF deferred our payments.
6 We contacted gap insurance.
7 They stated the fire doesn't classify under their guidelines.
8 They won't cover the payoff.
9 By the grace of God Nobody was injured.
10 I am wanting to see if KIA can pay off remaining balance of veh.
11 Also, trying to see if they will assist with getting another veh.

Wrt states-
1 Apologized.
2 Glad to hear nobody was injured.
3 Completed Fire script.
4 I will send your case to NCA.
5 They will review your case.
6 Once they have reviewed your case, they will be contacting you.
7 Typically takes 2-3 business days.
8 Provided case#/contact info.

cust states-
1 Thank you.

***  10/04/2018 12:31:22  ***
Dispatched from WIPBin = Default to Queue National CA by DANIELLE GANGEWERE
Reason: 

***  10/05/2018 08:09:36 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  10/09/2018 08:17:02 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 10/11/2018 09:49:09 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
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Wtr LVM fo

***  Phone - Call - Inbound commitment created on 10/11/2018 09:51:50 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/16/2018 and created by  Gustavo Villela ***

***  10/15/2018 14:28:51 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Inbox/Need To Call and Sub Status of Working

***  Phone - No Callback created on 10/16/2018 06:48:16  and created by  Sarah Samples ***
cust states:
1. I have been calling Gustavo repeatedly and he has not called me back
2. I am needing someone to call me back asap.

wrt states;
1. apologized
2. advised will have my supervisor reach out and obtain you a call back today.

cust states:
1. This is just very frustrating  but thank you so much.

***  Phone - Call - Outbound created on 10/16/2018 11:52:06 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr spoke with 
1. customer advised insurance has paid the vehicle and GAP covered the remainder
2. customer advised he has now bought a new vehicle but wasn't able to get financing through KMF and had to get 
a different financing
3. wtr advised would be happy to contact insurance to see if vehicle has been inspected or next steps
4. wtr advised would email customer

***  Email - External Email Sent created on 10/16/2018 11:54:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***

Thank you for speaking with me over the phone. As we discussed can you please provide photos of the vehicle and 
contact information for the insurance company. If you have any questions in the meantime, please let me know.

Thank you,

***  Note - Others created on 10/16/2018 13:21:10 (GMT-08:00) Pacific Time (US & Canada) and created by  Jeff 
Stroup ***
wtr found vehicle at IAAI

***  Phone - No Callback created on 10/29/2018 10:08:31 (GMT-07:00) Arizona and created by  Jim Smith ***
Customer   states:
1. JStroup has not responded to my phone calls and emails

Writer states: 
1. Apologize for inconvenience
2. I have documented your information  
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You can try that to do at the kia dealer of your choice but we cannot do that on our end.

Customer states:
1. I have been very compliant to you
2. I got information to you in a timely manner so I don’t see why you can’t do something for me
3. I bought a new vehicle that I do not want to be in
4. I am paying higher insurance, more gas, higher payment
5. when I bought the Kia sportage it was new
6. You can see the damage on the photos
7. I want my out of pocket to be my trade in so that Kia can take away the negative equity

Wtr states:
1. As of now, that is what we are offering. 
2. Any out of pocket expenses that your insurance did not pay
3. And if you would like to see about trading in your vehicle, you can see about setting that up with the dealer of 
your choice

Customer states:
1. My insurance was not able to do inspection because there was too much damage to do inspection
2. They said there was no foul play 
3. It had to do with manufacturer defect
4. It would be fair to me if I got a trade in
5. Can you get information on getting in contact with some dealers.

Wtr states:
1. I will go ahead an review and I will reach out you

Customer states:
1. Ok thank you

***  Phone - Call - Inbound created on 11/01/2018 16:50:25  and created by  Alyssa Vanderwood ***
Cust states:
1. Cust reiterated concerns already noted in case

Wrt states:
1. Apologized
2. Looks like your case manager is still reviewing this
3. I know it's difficult to wait but on my end I don't have any new information
4. I would wait for your CM to follow up

Cust states:
1. Ok we will wait in good faith again
2. But we are very upset

Cust states:
1. Ok thank you

Wrt states:
1. Did you have any other questions or concerns that I can help you with?

Cust states:
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1. No

Wrt states:
1. I hope you have a great rest of your day.
2. Thank you for calling KCAC

***  Phone - Call - Inbound created on 11/02/2018 09:36:15 (GMT-07:00) Arizona and created by  Sasha Kerns ***
Customer states:
1: Trying to figure out what my next step is
2: Everyone I speak to either redirects me or cant help
3: My car is sold
4: Gave all info
5: I don't understand what she is offering
6: Bought vehicle under pretense with 10/100 PT warranty
7: Trying to put everything together

Writer states:
1: Apologized
2: Advised will document in case
3: Advised will have CM follow up ASAP
4: Advised to email AVasquez back

Customer states:
1: A simple email or phone call to follow up
2: My car went up in flames
3: Just don't know what to do
4: Guess I'll wait for her call

***  Phone - Call - Inbound created on 11/02/2018 11:04:08  and created by  Ashley Vasquez ***
Wtr spoke with customer:
1. Calling in regards to claim
2. Please bare with me, you will receive a call later today regarding further information

Customer states:
1. I am just really worried
2. I don't want this to go into the weekend and me have to wait longer
3. I 've been doing everything that I was told to do
4. All I am asking is that I want to trade in my vehicle and for kia to eat at the negative equity

Wtr states:
1. I will have someone reach out to you with further information

Customer states:
1. Okay please
2. I don't want this to take longer

***  Phone - Call - Outbound created on 11/02/2018 16:33:24 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr spoke with customer
1. wtr advised appears insurance did not perform a C&O and vehicle has already been sold so KMA is unable to 
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***  Email - External Email Sent created on 11/19/2018 14:56:59  and created by  Ashley Vazquez ***
Hello 

This is confirmation that we have received the documents that you have faxed over. I will go ahead and review 
those and get back to you within the next 1-2 days.

Thank you,

***  Email - External Email Received created on 11/26/2018 08:54:11  and created by  Ashley Vazquez ***
Wtr received email from customer stating:
Hi Ashley and Jeff, 

Happy Monday! I hope you both had a Happy Thanksgiving?

I have gone ahead and signed the 
Settlement Agreement and General Release document.

My wife and I do not have any questions.

Please let us know if you have any questions or concerns.

***  Email - External Email Sent created on 11/26/2018 08:55:07  and created by  Ashley Vazquez ***
Hi 

Thank you for sending the document back to me. 

At this point, I will go ahead and get everything processed for you. From here, it will take about 4-6 weeks for the 
documents/information to go through and for you to receive the company check. I will keep you updated if I know 
any updates or if you have any questions, please let me know.

Thank you and I hope you had a wonderful Thanksgiving Holiday,

***  11/29/2018 11:12:35  ***
Goodwill #: 1 Submitted

***  11/29/2018 13:49:47 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: Submitted

***  11/29/2018 13:50:35 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  11/29/2018 13:52:36 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Phone - Call - Inbound created on 11/30/2018 09:12:10  and created by  Ashley Vazquez ***
Wtr spoke with customer:

 states:
1. I keep getting calls from finance that if I do not pay my loan off by the end of the month, they will send me to 
collections
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2. I just don't know what to do
Wtr states:
1. I apologize that you have received those calls
2. The check we have for you should be getting to you before the end of the month
Customer states:
1. Okay thank you
2. I appreciate that
3. You have a nice weekend Ashley
Wtr thanked

***  Email - External Email Sent created on 12/03/2018 12:25:22  and created by  Ashley Vazquez ***
Wtr emailed customer stating:
Hi ,

Your check has been sent out via FedEx. The tracking number is 

Have a wonderful day,

***  Phone - Call - Inbound commitment fulfilled on 12/03/2018 12:26:56  with Commitment Date 10/16/2018 closed 
by  Ashley Vazquez ***

***  12/03/2018 12:26:59  ***
Closed by Ashley Vazquez with Resolution Code : Goodwill Issued
[Resolution Summary]
Wtr has sent out gw and advised customer of tracking #.

***  01/10/2019 15:51:34  ***
Reopened by Ashley Vazquez with Sub Status of Working

***  Others - Others created on 01/10/2019 15:51:44  and created by  Ashley Vazquez ***
Tread Review Complete

***  01/10/2019 15:51:59  ***
Closed by Ashley Vazquez with Resolution Code : Goodwill Issued
[Resolution Summary]
Wtr has sent out gw and advised customer of tracking #.

***  01/18/2019 05:58:29  ***
Reopened by Jacob Adams with Sub Status of Working

***  Phone - Call - Inbound created on 01/18/2019 05:58:34  and created by  Jacob Adams ***
customer states
1 i would like to have my case reopened 
2 the reason for that is because not you all have a recall for the exact same reason my car caught fire 
3 i feel with this new information my case was not handled properly 

writer states
1 i will send you information to the appropriate team 
2 once they have reviewed the case we will follow back up with you 

customer states



 Kia Motors America 
Consumer Affairs Department

Page 13 of 13

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer: 

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNDPR3A69H7
2017 SPORTAGE

10,600
03/08/2017Deland FL Deland KIA

Complaint
Quality

Product Liability
Fire/Explosion

1 thank you

***  Note - Others created on 01/18/2019 06:03:57  and created by  Jacob Adams ***
Forward to NCA
1 resending case because customer states  caused fire
2 Customer is requesting for case to be reviewed once again to see if there is anything else that can be done 
3 Please review and follow up accordingly

***  01/18/2019 06:12:40  ***
Dispatched from WIPBin = Default to Queue National CA by Jacob Adams
Reason: 

***  01/18/2019 07:42:59 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  01/18/2019 07:56:33 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Intro Calls of Ashley Vazquez by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 01/23/2019 11:58:45  and created by  Ashley Vazquez ***
Wtr left vm for call back

***  Phone - Call - Outbound created on 01/23/2019 14:03:44  and created by  Ashley Vazquez ***
Wtr spoke with
1. Calling in regards to case
2. I understand that you are requesting for KMA to re-review your case
Customer states:
1. Yes, with everything in the news about the case recalls I just want  my case to be looked at again
Wtr states:
1.  is in reference to vehicles that have had their engines replaced  (some 2011-2013 Sportage's) 
2. From our last conversation, KMA offered to assist with out of pocket expenses
3. You requested remaining pay off balance to be paid off and assistance with getting in a new veh
4. We were able to assist with paying off the remainder of your pay off balance but could not assist with getting you 
in another vehicle
5. Explained subrogation process 
Customer states:
1. I'm not trying to get anything for myself
2. My insurance is asking me what am I going to do about it so that they can get their money back
3. I will let them know that they can contact you so that they can settled this because my insurance payment is 
higher 
Wtr states:
1. You can give them my contact information 
2. I will wait to hear back from them
Customer thanked

***  01/23/2019 14:17:40  ***
Closed by Ashley Vazquez with Resolution Code : Concerns Recorded
[Resolution Summary]
Pending Insurance Contact
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4 - Progressive claim no. is 

 
*** PHONE LOG 01/20/2017 10:10 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke with Diego from Elco:
1. Asked to speak with Cristina
2. Asked for permission and location

Diego stated:
1. Cristina is not here
2. She would have to give permission and location just shows Quantico.
3. You would have to call her back on monday

Wtr stated:
1. Thank you

call ended

 
*** NOTES 01/23/2017 08:22 AM US Mountain Daylight Time KJohnson Action Type:Other (external)
Christine Elco from Progressive Insurance called
Writer stated:
1 - provided csr gustavo's name and phone number
2 - provided irvine address

 
*** PHONE LOG 01/23/2017 12:39 PM US Mountain Daylight Time KJohnson Action Type:Incoming call
Customer:
1 - I haven't heard anything from Gustavo

Writer:
1 - apologized
2 - I will try to reach Gustavo for you
3 - if he is not available, I will give you his VM
4 - if you do not hear back from him in 2 business days, call me back and I will get my supervisor involved

Customer:
1 - thank you
2 - you've been very helpful

 
*** PHONE LOG 01/24/2017 10:00 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr lvm for Christina with elco on 1/21/17

 
*** PHONE LOG 01/24/2017 04:18 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Engineer spoke with Christina from elco
1,Bridgestone was contacted
2. Inspection with them will occur on 2/9/17
3. They will proceed and contact KMA if determination involved manufacturers

   ______      
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note ended

 
*** CASE CLOSE 01/24/2017 04:20 PM Pacific Daylight Time GVillela
Pending further contact

 
*** PHONE LOG 01/26/2017 12:53 PM US Mountain Daylight Time KJohnson Action Type:Outgoing call
Customer left VM:
1 - I have had no further contact from Kia
2 - Progressive is doing an engineering inspection 2/9/17
3 - NHTSA is involved
4 - I'm not sure Kia realizes how bit this issue could become

Writer:
1 - apologized
2 - other office may be working internally or in ways that are not known to me
3 - I will ask my supervisor to contact gustavo about this

 
*** NOTES 01/26/2017 12:58 PM US Mountain Daylight Time KJohnson Action Type:Internal
Wtr emailed tl Sara:
1 - please review

 
*** NOTES 01/26/2017 12:59 PM US Mountain Daylight Time KJohnson Action Type:Dealer contact
Writer re-escalating to NCA:
1 - customer has called in asking for call back

 
*** NOTES 01/26/2017 04:44 PM US Mountain Daylight Time SCoder Action Type:Manager review
Per Notes case is closed pending inspection with Bridgestone on 2/9

 
*** PHONE LOG 01/27/2017 10:38 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke to 
1. Advised that inspection is taking place
2. Elco will be in communication with us
3. Elco will provide you with details if they feel it is not a manufacturers concern
4. If It is, I will be following up with you 

 stated:
1. Ok
2. Thanks for the call back

call ended

 
*** CASE CLOSE 01/27/2017 10:38 AM Pacific Daylight Time GVillela
Pending further contact

   ______      
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*** NOTES 02/09/2017 06:55 PM Pacific Daylight Time SGuindi Action Type:NCA Corresp. rec'd
NCA rec'd letter from ELCO. Letter states:
1. Please be advised that this office handles claims for Enterprise.
2. Due to the fire to this vehicle, we will have it inspected.
2. If you would like to attend the inspection or have an expert attend on your behalf, please contact me.

Attaching to case & dispatching to NCA. 

 
*** PHONE LOG 02/10/2017 01:12 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM for Christina at elco

 
*** PHONE LOG 02/15/2017 08:47 AM Pacific Daylight Time GVillela Action Type:Incoming call
Wtr received voicemail from Christina,:
1. We have inspected the vehicle
2. Bridgestone has claimed liability
3. Thank you for you r assistance

 
*** CASE CLOSE 02/15/2017 08:47 AM Pacific Daylight Time GVillela
No further contact required

 
*** CASE CLOSE 03/30/2017 02:53 PM Pacific Daylight Time GVillela
Tread review completed

   ______      
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Case History

*** PHONE LOG 03/06/2017 12:42 PM Eastern Daylight Time JMorgan Action Type:Outgoing call
Cust states:
1. My car caught on fire a couple of days ago.
2. I need to know why it happened.
3. I need to know what KIA is going to do about it.

Wrt states:
1. Apologized.
2. Is everyone ok?

Cust states:
1. Everyone is fine, my kids could have been in that vehicle.
2. I bought this in July.
3. It is now March and it is a total loss.
4. It is currently in my street, it needs to be towed.
 
Wrt states:
1. I will get this to our National Team.
2. Someone from that team will contact you within 72 business hours.
3. case ID and contact information.

Cust states:
1. I need to have this car towed today.
2. I will get fined from the city. 

Wrt states:
1. Apologized.
2. The national team can help with more information.

Cust states:
1. What is the timeline for resolution?
2. I am still left without a vehicle. 
 
Wrt states:
1. Your insurance will be able to provide more information. 

Cust states:
1. OK, thank you.

Wrt states:
1. Thank you.

 
*** PHONE LOG 03/08/2017 01:44 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM fo

 
*** PHONE LOG 03/15/2017 01:50 PM US Mountain Daylight Time JEchenique Action Type:Outgoing call
Cust states
1. I'm trying to get in contact with GVillela
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***  05/17/2017 08:40:51 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Dispatched to Queue National CA by Brecon Crosby
Reason: Redispatching due to system error.

***  05/18/2017 07:59:33 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup
***  05/18/2017 08:03:22 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 05/18/2017 09:18:34 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with Casey, with state farm:
1. Asked for more documentation
2.Casey advised she would have to message Dana Netos  if possible
3. Wtr thanked and gave cb number

call ended

***  Phone - Call - Inbound commitment created on 05/18/2017 09:34:56 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/25/2017 and created by  Gustavo Villela ***

***  05/18/2017 09:36:40 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Default and Sub Status of Assigned
***  Phone - Call - Inbound commitment fulfilled on 05/25/2017 10:41:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/25/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 05/25/2017 10:41:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for Dana Netos 

***  Phone - Call - Inbound commitment created on 05/25/2017 10:44:33 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/31/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 05/31/2017 09:01:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/31/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 05/31/2017 09:01:32 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for Dana Netos with Insurance

***  Phone - Call - Inbound commitment created on 05/31/2017 09:01:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/07/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 06/07/2017 15:50:02 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/07/2017 closed by  Gustavo Villela ***

***  06/07/2017 15:50:06 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : CA-Concerns Recorded
[Resolution Summary]
Pending further contact
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***  06/13/2017 16:51:31 (GMT-07:00) Arizona ***
Reopened with Sub Status of Working

***  Phone - Call - Inbound created on 06/13/2017 16:51:39 (GMT-07:00) Arizona and created by  Lonnie Thayer ***
Writer states
1. Requested customer VIN or case number

Customer provides info
1. 

Writer states
1. How can you be helped today?

Customer states
1. My car was a total loss due to a fire
2. Kia was suppose to send engineers to inspect the damage
3. Last I heard the insurance spoke to Kia
4. I have not heard anything since
5. I paid good money for that car
6. Gus had no sense of urgency in the matter
a, So I am looking for an update

Writer states
1. Advised per the notes it looks like they were trying to get more info from the insurance
2. Last entry shows Casey advising needing to message Dana if possible
3. So it looks like they were waiting on the insurance

Customer states
1. I was working with Francine
a. She said she was speaking with Gus to arrange the inspection
2. Customer request writer to hold and goes to another line

Writer disconnects due to extended hold time

***  Note - Others created on 06/13/2017 17:04:16 (GMT-07:00) Arizona and created by  Lonnie Thayer ***
Call To action: Dispatch to NCA for
1. Customer upset he didn't receive an update
2. Customer under impression an appointment with an engineer would be made
3.Review of case for additional assistance determination

***  06/13/2017 17:08:38 (GMT-07:00) Arizona ***
Dispatched from WIPBin = My default to Queue National CA by Lonnie Thayer
Reason: 

***  06/14/2017 07:49:37 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  06/14/2017 07:58:10 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Letter - Letter Received created on 06/14/2017 17:22:06 (GMT-08:00) Pacific Time (US & Canada) and created 
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by  Brecon Crosby ***
NCA rec'd letter from Stare Farm. Letter states:
1. This notice is to advise of a loss that occurred.
2. Kia caught fire causing the State Farm insured veh to catch fire.
3. Manufacturer is responsible for this loss.

Attaching & dispatching to NCA.

***  06/14/2017 17:24:08 (GMT-08:00) Pacific Time (US & Canada) ***
Alatorre 6.13.17.pdf added by Brecon Crosby on 06/14/2017 17:24:08

***  Phone - Call - Inbound created on 06/16/2017 09:12:12 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with dana,with statefarm,
1. Advised package was received
2. Would need pictures of kia veh, photos are only of camry
3. Dana apologized, will ask permission to send them 
4. Wtr gave email and call ended

***  Phone - Call - Inbound commitment created on 06/16/2017 09:16:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/23/2017 and created by  Gustavo Villela ***

***  06/16/2017 09:18:00 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 06/27/2017 15:34:12 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/23/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 06/27/2017 15:34:14 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for Dana of statefarm

***  Phone - Call - Inbound commitment created on 06/27/2017 15:35:28 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/07/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 08/13/2017 12:38:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/07/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 08/13/2017 12:38:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/14/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 08/16/2017 15:29:57 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/14/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 08/16/2017 15:30:02 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with Dana from statefarm:
1. Asked for more pictures with larger files
2. Dana advised would email them over
3.Dana also advised if wawanesa sent their package over to you?
4. Wtr stated no
5. statefarm represents vehicle that was burned by kia, kia is wawanesa
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6. Cust thanked and call ended

***  Phone - Call - Inbound commitment created on 08/16/2017 15:32:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 08/16/2017 15:32:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 08/16/2017 15:32:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/18/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 09/13/2017 12:40:33 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/18/2017 closed by  Gustavo Villela ***

***  09/13/2017 12:40:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : CA-Concerns Recorded
[Resolution Summary]
Pending further contact from wawanesa insurance
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Case History

*** PHONE LOG 05/03/2017 05:56 AM US Mountain Daylight Time LSims
 (wife)  stated 

1. On Sunday the car caught on fire and the engine needs to be replaced
2. An attorney told me to contact the manufacturer 
3. the dealer just informed us that we are going to have to get a new engine 

wtr stated 
1. Apologized
2. took fire script 
3. advised case will be escalated to another dept for review and handling 
4. Caller will be contacted - gave case #

caller stated
1.Ok  and they can also call my husband at   
2. He was the one actually driving when this happened

 
*** NOTES 05/03/2017 06:04 AM US Mountain Daylight Time LSims Action Type:Manager review
Dispatching case to NCA for handling 
1. Cust alleges veh stalled and smoke was billowing from the engine 
2. Cust states  engine needs to be replaced 
3. Cust states she contacted an attorney to inquire about Lemon Law and was advised to call kcac 

 
*** NOTES 05/04/2017 01:19 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Called dealer  and spoke with Service Manager Joe Ribeiro
Writer states:
1. Are there signs of a thermal event?

Dealer states:
1. No there is not
2. The starter melted, it smelled burnt
3. We put the starter in it, the car started up but when you gave it gas, it would stall
4. That's when we opened up the Techline case
5. I ordered a new engine, I'm just waiting for the engine to come in
6. We have to replace the starter, engine and intake manifold
7. RO  opened on 5/1/17 with 4,230 miles

Writer states:
1. Requested photo of starter
2. Gave dealer email address

 
*** NOTES 05/05/2017 07:29 AM Eastern Daylight Time ESwecker Action Type:Manager review
*** DUP CASE NOTES 8 Begin ***

Dealer :Gateway Kia of Denville
Technician :Thomas Occhinero jr
Service Manager :Will Fiorella
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Dealer Phone 
DPSM :Crystal Pent
Vehicle Model :SPORTAGE       
Model Year :2017
Mileage :4230
Initial comments by Technician found in TL Case : 
----------------------------------------------------------
*** Performed by contact: Thomas Occhinero jr, 
*** This is a Request for Assistance *** 

Problem Description :
Vehicle was towed in for a engine stalled and would not restart concern.  They also said smoke was coming from 
under the hood with an electrical burning smell. 

Diagnostics Performed :
Found battery life to be low. Performed diagnostic charge on battery and battery tested fine. Vehicle has a strong 
odor of electrical burning. Found the Starter was completely melted. I tested wiring going to starter and there were 
no issues. Replaced the starter and vehicle started right up. When taking vehicle off idle there is a loud whine and 
vehicle stalls out. Restarted the vehicle and you can hear the engine does not sound right whining and stalling 
every time. The vehicle set some codes P001400 was stored when the vehicle came in and now p001000 is set. I 
followed TSB ENG 159 and removed the Ecvvt cover but plug is in tact an there is no spilt oil. Thanks for the help in 
advance.  

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

*** DUP CASE NOTES End ***  

 
*** NOTES 05/05/2017 09:54 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received photo from Service Manager Joe Ribeiro at deale gatewaykia.com)
Starter picture you asked for, 2017 Sportage

 
*** NOTES 05/08/2017 11:00 AM Pacific Daylight Time SamuelKim Action Type:Internal
Reviewed case with KMA Engineers:
1. No further action needed

 
*** PHONE LOG 05/11/2017 08:22 AM US Mountain Daylight Time BHardt-SO Action Type:Outgoing call
LVM:
1. Calling in f/u to cust's engine concern; apologized.
2. ECR is involved, reviewing and will f/u.
3. Provided contact info. 

 
*** SUBCASE  CREATED 05/11/2017 08:23 AM US Mountain Daylight Time BHardt-SO
Obtain veh.'s status, RO review. 

 
*** NOTES 05/12/2017 05:28 AM Pacific Daylight Time JBrockel Action Type:Dealer contact
EECC spoke to Joe svc mgr.
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Joe states:
1. vehicle was here from 5/1-5/10.
2. replaced starter and engine.
3. will send ro.

writer thanked.

 
*** NOTES 05/12/2017 12:16 PM Pacific Daylight Time JBrockel Action Type:Dealer contact
EECC attached ro to subcase.

***  Phone - Call - Outbound created on 05/17/2017 12:46:14 (GMT-07:00) Arizona and created by  Bruce Hardt ***
Backup ECR ALewis called  
No answer, left voicemail. 

Writer states:
1. Calling on behalf of Bruce to follow up on your case. 
2. Provided case # and writer's contact information. 
3. Requested callback for further assistance. 

***  05/17/2017 12:47:41 (GMT-07:00) Arizona ***
Into WIPBin = 5 - Friday and Sub Status = Working

***  Phone - Call - Outbound commitment created on 05/17/2017 12:47:44 (GMT-07:00) Arizona with Commitment 
Date 05/19/2017 and created by  Bruce Hardt ***

***  05/18/2017 09:24:40 (GMT-08:00) Pacific Time (US & Canada) ***
Sub Case  Closed, with Resolution Code: 

***  Phone - Call - Outbound commitment fulfilled on 05/19/2017 06:38:42 (GMT-07:00) Arizona with Commitment 
Date 05/19/2017 closed by  Bruce Hardt ***
Backup ECR ALewis called  
No answer, left voicemail. 

Writer states:
1. Calling on behalf of Bruce to follow up on your case. 
2. Provided case # and writer's contact information. 
3. Requested callback for further assistance. 

***  Note - Others created on 05/19/2017 06:39:19 (GMT-07:00) Arizona and created by  Bruce Hardt ***

<For Internal Use Only 
Pending CML>

***  Letter - Letter Sent created on 05/26/2017 13:27:14 (GMT-07:00) Arizona and created by  Bruce Hardt ***
CML sent.

***  05/26/2017 13:28:06 (GMT-07:00) Arizona ***
Closed with Resolution Code : Letter Sent
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Case History

***  07/20/2018 14:04:35 (GMT-08:00) Pacific Time (US & Canada) ***
Contact = , Priority = Standard, Sub Status = Working

***  Email - External Email Received created on 07/20/2018 14:04:53 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Attached are the following items to set up a case for this thermal incident.  Because there are 3rd-party claims 
Dane Johnson from our ELCO division will take the “lead” on this one.  If Kia ends up offering a settlement, I’ll jump 
back in to handle our vehicle.  I’ll wait until you officially tell me who is assigned to this case before I pass along any 
contact information to Dane.  Thanks again for always being there!  Deborah
• Kia incident report
• Copy of fire report
• Copy of police report
• Renter/driver statement
• Copy of rental invoice
• Color pictures
• Progressive Claim
• Transwestern (site of fire) claim
• Tow invoice
• Maintenance/Service History

***  Email - External Email Sent created on 07/20/2018 14:08:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Deborah,

I have opened up the case.  The case number is . Please connect the rep with me.

Best,

***  Others - Others commitment created on 07/20/2018 14:09:16 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/27/2018 and created by  Ryan Ristow ***

***  07/20/2018 14:35:52 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Working

***  Others - Others commitment updated on 07/20/2018 15:05:16 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/20/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment created on 07/20/2018 14:09:01 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/23/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 07/20/2018 14:09:01 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/24/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 07/20/2018 14:09:01 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/27/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 07/27/2018 14:57:03 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 07/31/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment created on 07/20/2018 14:09:01 (GMT-08:00) Pacific Time (US & Canada) with 
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Commitment Date 08/03/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 08/02/2018 09:29:46 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/03/2018 and updated by  Ryan Ristow ***
Request date.

***  Others - Others commitment updated on 08/02/2018 09:29:56 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/06/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment updated on 08/06/2018 13:20:01 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/07/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment updated on 08/07/2018 11:05:00 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/08/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/08/2018 14:21:38 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/08/2018 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineer.
Date set for inspection with Dane.

***  Others - Others commitment created on 08/08/2018 14:22:17 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/10/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 08/10/2018 11:17:47 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/17/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/17/2018 13:36:49 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/17/2018 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineer:
1. Cause and origin undetermined.

***  Others - Others commitment created on 08/17/2018 13:38:45 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/21/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 08/17/2018 13:36:51 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/22/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 08/27/2018 16:12:57 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/22/2018 closed by  Ryan Ristow ***
Wrt reviewed with CAFOM

***  Email - External Email Sent created on 08/27/2018 16:13:01 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt requested sales info.

***  Email - External Email Received commitment created on 08/27/2018 16:14:46 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 09/04/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment created on 08/27/2018 16:14:30 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 09/07/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 09/07/2018 15:18:29 (GMT-08:00) Pacific Time (US & 
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***  Email - External Email Sent created on 09/25/2018 08:14:40 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Dane,

We would not be accepting liability for the claim. After the inspection of our engineer, a cause was not determined. I 
am offering good will. If you have more information, I am happy to have it reviewed.

Best,

***  Email - External Email Received commitment created on 09/25/2018 08:15:25 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 09/27/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment updated on 09/27/2018 10:30:30 (GMT-08:00) Pacific Time (US 
& Canada) with Commitment Date 10/04/2018 and updated by  Ryan Ristow ***

***  Others - Others created on 10/02/2018 15:52:37 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Tread review completed.

***  Email - External Email Received commitment created on 09/25/2018 08:15:04 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/11/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment updated on 10/11/2018 10:48:10 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/11/2018 and updated by  Ryan Ristow ***
Ryan – Yes, EAN Holdings LLC will accept Kia’s offer.  It may take a several weeks or so for Dane to handle the 
3rd-party claims and get the pay proof you require.  Once obtain, I’ll send you both Dane’s pay proof and the title 
copy etc. that you will need from me.  Deborah

***  Email - External Email Received commitment updated on 10/11/2018 10:48:16 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/25/2018 and updated by  Ryan Ristow ***

***  Email - External Email Received created on 10/25/2018 09:56:38 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Ryan – Attached are the items you requested to proceed with the buyback.  Let me know if you need anything 
additional from me.  Deborah
• Copy of CO title
• Printout of accounting $1,677.75 payment transaction for 3rd-party Progressive Insurance claim
• Printout of accounting $2,474.02 payment transaction for 3rd-party Semaho property-damage claim

***  Email - External Email Sent created on 10/25/2018 09:57:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Deborah,

Please see the attached release. Let me know if you have any questions.

Best,

***  Email - External Email Received commitment created on 10/25/2018 09:58:14 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/01/2018 and created by  Ryan Ristow ***
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***  Email - External Email Received commitment fulfilled on 10/25/2018 10:42:52 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/25/2018 closed by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 11/05/2018 16:29:03 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/01/2018 closed by  Ryan Ristow ***
Signed release attached. VRS  submitted.

***  Others - Others commitment created on 11/05/2018 16:29:20 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/26/2018 and created by  Ryan Ristow ***

***  11/06/2018 09:12:15 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5. Review and Sub Status of Working

***  Others - Others commitment created on 11/05/2018 16:29:04 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/10/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 12/05/2018 13:39:43 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/10/2018 closed by  Ryan Ristow ***
Check sent to Morley

***  Others - Others commitment created on 12/05/2018 13:40:18 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/08/2019 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 01/02/2019 14:41:43 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/08/2019 closed by  Ryan Ristow ***
Vehicle surrender completed 12/19/18

***  01/02/2019 14:42:04 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Ryan Ristow with Resolution Code : Repurchase/SOC
[Resolution Summary]
Case closed pending further contact.
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C-2) What is the fire report number? 
D-1) Where is the vehicle now? 
D-2) Have any repairs been completed? 
D-3) Was the insurance company contacted? 
D-4) Have you settled with the insurance company? 
D-5) What action are you requesting of Kia? 

Please let me know if you have any questions.

Thank you, 

***  Phone - Call - Inbound commitment created on 10/31/2018 16:23:13 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/06/2018 and created by  Alex Villalpando ***

***  Email - External Email Received created on 11/01/2018 18:12:30 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Thursday, November 01, 2018 3:55 AM
To: Villalpando, Alex [KMA]
Cc: Price, James; Thompson, Brent; Mendes, Adrian; Mark Haeussler
Subject: RE: Kia Sportage Thermal Event - VIN# KNDPM3AC3J7 Atlanta, GA / Kia Motors America 

Importance: High

Alex,
Good morning, answers to questions below, along with the details of the incident. If anything else is needed please 
contact me. 
Thank you,

A-1) Who owns the vehicle? Avis Budget Group
A-2) Who was driving the vehicle or who was the last person to drive the vehicle? Rental Customer
A-3) What is the age of the driver? Unknown
A-4) How many other passengers were in the vehicle? No, based upon details of incident below
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 Rental Customer 
removed luggage from vehicle
B-1) What was the date & time of the incident? October 26,2018 at approx. 2:30pm EST
B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one. Subject vehicle 
involved in event only. 
B-2) What time was 911 called? Aprx 2:30pm EST on October 26,2018
B-3) Describe the road & weather conditions at the time of the incident. Unknown
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 – See e-mail 
below, description of incident
B-6) Was the engine on, off or in accessory mode? Engine was running 
B-7) Were any warning lights on or recent service done prior to the incident? Unknown
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? Unknown
C-1) Which fire agency responded? Local Fire / Police 
C-2) What is the fire report number? No report available

 --- -- 1  
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Thank you for the information. I will get this reviewed and follow up.

Please let me know if you have any questions.

Thank you, 

***  Phone - Call - Inbound commitment updated on 02/01/2019 09:00:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/04/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 02/04/2019 14:14:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/06/2019 and updated by  Alex Villalpando ***

***  Note - Others created on 02/06/2019 09:30:12 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers

***  Note - Others created on 02/06/2019 09:30:28 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with CAFOM

***  Phone - Call - Inbound commitment updated on 02/06/2019 09:30:56 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/07/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/06/2019 09:31:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with Tracy
Left message for CB

***  Phone - Call - Inbound created on 02/06/2019 09:51:59 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Tracy states
1. Hello returning call

Wrt states
1. Thank you for returning call
2. Have reviewed
3. See that oil change was performed same day vehicle was rented
4. Inspector noted that did not see oil fill cap during inspection
5. However would like to offer assistance
6. Can offer $9,000 as GW
7. You may then proceed to scrap car if you like

Tracy states
1. That is more than fair
2. thank you

Wrt states
1. Will paperwork to be signed
2. Please contact me if any questions.

_ __     



 Kia Motors America 
Consumer Affairs Department

Page 10 of 12

Last name First name VIN of  Case Number Mileage

,         ,                               Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNDPM3AC3J7
2018 SPORTAGE

1
01/24/2018

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Inbound commitment updated on 02/06/2019 10:12:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/08/2019 and updated by  Alex Villalpando ***

***  Email - External Email Sent created on 02/07/2019 17:50:17 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Thursday, February 07, 2019 5:50 PM
To: 'Mosby, Tracy'
Cc: Price, James
Subject: RE: Kia Sportage Thermal Event - VIN# KNDPM3AC3J7 Atlanta, GA / Kia Motors America 

Hello Tracy,

Please see attached to be signed and returned.

Please let me know if you have any questions.

Thank you, 

***  Phone - Call - Inbound commitment updated on 02/07/2019 17:50:43 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/14/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 02/14/2019 11:17:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/20/2019 09:31:54 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Calling to follow up
2. Did you receive release

Tracy states
1. Do not believe so
2. Have been busy and have many emails

Wrt states
1. No problem
2. Car reforward email

Tracy states
1. Just received thank you
2. Will get this back to you

Wrt states
1. thank you

***  Phone - Call - Inbound commitment updated on 02/20/2019 09:33:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/22/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 02/22/2019 13:44:12 (GMT-08:00) Pacific Time (US & Canada) 

-  
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with Commitment Date 02/25/2019 and updated by  Alex Villalpando ***

***  02/22/2019 13:46:43 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #  Submitted

***  Phone - Call - Inbound commitment updated on 02/22/2019 13:47:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/15/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 03/15/2019 15:22:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/27/2019 and updated by  Alex Villalpando ***

***  03/18/2019 08:17:28  ***
Goodwill #:  Submitted

***  03/18/2019 17:57:15 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Email - External Email Received created on 03/21/2019 11:35:07 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA]
Sent: Friday, February 22, 2019 4:47 PM
To: Mosby, Tracy
Subject: RE: Kia Sportage Thermal Event - VIN# KNDPM3AC3J7  Atlanta, GA / Kia Motors America 

Hi Tracy,
 
I have submitted the check for processing and will be able to update you once the check is ready to be sent. Could 
you please advise where the check should be sent.
 
Thank you, 

From: Mosby, Tracy  
Sent: Saturday, February 23, 2019 6:56 AM
To: Villalpando, Alex [KMA]
Subject: Re: Kia Sportage Thermal Event - VIN# KNDPM3AC3J7  Atlanta, GA / Kia Motors America 

Hi Alex,   Avis Budget Group , Parsippany NJ . ATTN Tracy Mosby/ Warranty Dept

Sent from my BlackBerry 10 smartphone.

***  Email - External Email Sent created on 03/21/2019 11:37:02 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
From: Villalpando, Alex [KMA] 
Sent: Thursday, March 21, 2019 11:37 AM

 --- -- 1  
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  Open:
  Close:  
  Days Down:
  Most recent Repair Issue and Diagnosis: FRONT END IS MELTED, LOOKS LIKE ITS ON FIRE, IT GOT TOWED 
TO US, THERE IS NO RO, WE ARE WAITING ON THE DPSM, WE REALLY DONT HAVE ANY INFORMATION 
ON THIS CAR, CAME IN THURSDAY OR FRIDAY
  Customer says:Dealership alleges thermal event
  Able to Duplicate (Y or N):
  Repeat Repair:
  Repair History :
  ETA for completion of repairs:
  Parts on order:
  part#,   order#:
  Techline Case 
  Rental/Loaner Provided?   when?:
  Dealer contacted DPSM: 
  Vehicle repaired?:
  Customer has possession?:
  Dealer Code/Selling Dealer
  Original Owner:YES

***  Phone - Call - Inbound created on 11/12/2018 08:55:08 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Octavia Murray ***
Customer States:  
1. I wanted to start a case about a vehicle that started fire
2. I need to know what we need to do next 

Writer States:
1. Apologized
2. Looks like we started a case already 
3. We need to do the fire report with who saw the fire
4. Once we can get that info we can send to NCA for review. 

Customer States y
1. Thank you

Writer states:
1. You're Welcome
2.Thank you for choosing KCAC

***  Note - Others created on 11/16/2018 09:22:15 (GMT-07:00) Mountain Time (US & Canada) and created by  
Octavia Murray ***
*** Call to Actoin ***
Forward to NCA
1 Customer alleges the vehicle caught 
2 Vehicle is currently down a
3 Customer is requesting the vehicle be repaired 
4 Please review and follow up accordingly

***  11/16/2018 09:54:18 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Octavia Murray
Reason: 
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***  11/19/2018 07:33:59 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  11/19/2018 07:39:13 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 11/19/2018 10:05:57 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Josh at dlr. Dlr advised
1. Advantage rental
2. Renter picked up car and brought car back a few minutes later
3. Said car was overheating
4. Renter went inside rental office and car was on fire when they came back
5. Contact is 

***  Phone - Call - Inbound commitment created on 11/19/2018 10:08:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 11/20/2018 08:32:57 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Please advise 

 states
1. Know very little about it
2. Can take your contact information
3. We have an attorney 
4. Will have someone reach out to you hopefully today

Wrt states
1. Provides contact info
2. Please contact me if any questions
3. thank you

***  Phone - Call - Inbound commitment updated on 11/20/2018 08:37:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 11/26/2018 10:49:06 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Calling to follow up in regards to case

 states
1. Sorry 
2. I sent an email out to many people and have not yet received a response
3. You can contact Chris Katanzerite 

Wrt states
1. thank you
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***  Phone - Call - Outbound created on 11/26/2018 10:50:41 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with . Left message for CB

***  Phone - Call - Inbound commitment updated on 11/26/2018 10:51:17 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/28/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound created on 11/27/2018 13:21:02 (GMT-07:00) Arizona and created by  William Bushong 
***
issac model owner of car

cust states
1.  what is happening?

writer states
1.  apologized
2.  looks like this is the wrong car, apologized

***  Phone - Call - Inbound commitment updated on 11/28/2018 14:57:29 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/30/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 11/30/2018 08:59:28 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with . Left message for CB

***  Phone - Call - Inbound commitment updated on 11/30/2018 08:59:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/04/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/03/2018 14:47:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with  Left message for CB

***  Phone - Call - Outbound created on 12/03/2018 14:49:19 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted dlr. Dlr advised vehicle is still at dlr and have not had contact with Advantage

***  Phone - Call - Inbound commitment updated on 12/03/2018 14:49:59 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/06/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/03/2018 15:06:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted . Ted advised will be able to forward email information for handling person

***  Phone - Call - Inbound commitment updated on 12/03/2018 15:08:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/06/2018 and updated by  Alex Villalpando ***





 Kia Motors America 
Consumer Affairs Department

Page 6 of 7

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

KNDPMCAC8J7
2018 SPORTAGE

1
05/08/2017Wheat Ridge CO CO037 Medved KIA

Complaint
Quality

Product Liability
Fire/Explosion

Villalpando ***
KMA engineer inspected vehicle 12/13. 
Preliminary results or our inspection are that the origin is the engine compartment and that the cause is no oil fill 
cap and leak onto exhaust

***  Phone - Call - Inbound commitment updated on 12/19/2018 08:50:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/19/2018 11:08:32 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Jenny Jimenez with Advantage 

Jenny advised
1. Will contact the rep
2. Rep will contact wrt
3. Jenny will follow up with me tomorrow

***  Phone - Call - Inbound commitment updated on 12/19/2018 11:12:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/20/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 12/20/2018 11:59:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 12/21/2018 11:31:38 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Jenny Jimenez with Advantage

Jenny states
1. Tied up but can call you back shortly

Wrt thanked

***  Phone - Call - Inbound commitment updated on 12/21/2018 11:32:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/04/2019 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 01/04/2019 08:51:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/04/2019 closed by  Alex Villalpando ***

***  01/04/2019 08:52:03 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : No Cust Contact
[Resolution Summary]
Pending further contact.

***  01/10/2019 17:14:46 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Alex Villalpando with Sub Status of Working

***  Note - Others created on 01/10/2019 17:14:55 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
TREAD COMPLETED

***  01/10/2019 17:15:05 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : No Cust Contact
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Kia Motors America, Inc. 

Corporate Headquarters 

 

Irvine, CA 0 USA 

  

 

 
March 29, 2018 
 
 
ELCO 
Deborah Levalds 

 
St. Louis, MO   
 
Re: 2017 Kia Sportage 
 VIN: KNDPMCAC2H7  
 Case:       
 
 
Dear Deborah:  
 
Kia Motors America, Inc. (KMA) has reviewed the incident and regrets the 
circumstances that prompted you to contact us.    
 
After careful review of all the information that you have submitted and our own 
investigation, KMA will be denying the claim. During the inspection performed on March 
28

th
, 2018, the following was viewed:   

 

 The point of origin for this fire appeared to be in the area of the exhaust 
manifold. 

 The cause of the fire is the oil cap not being on, thus causing oil to leak onto the 
exhaust. 

 
Kia will take no further action in this matter, at this time. Thank you for your courtesy 
and cooperation. 
 
Sincerely,  
 
 
 
Ryan Ristow 
National Consumer Affairs 
Kia Motors America, Inc. 
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_RE  national Car Rental 
KNDPMCACXJ7  



From: Brown, Deanna [KMA]
To: Ristow, Ryan [KMA]
Subject: RE: national Car Rental KNDPMCACXJ7
Date: Tuesday, August 28, 2018 8:57:08 AM
Attachments: image002.png

image003.png

 
From: Ristow, Ryan [KMA] 
Sent: Monday, August 27, 2018 4:13 PM
To: Brown, Deanna [KMA]
Subject: national Car Rental KNDPMCACXJ7
 
Hi Deanna,
 
Can you send me the sales info on the above VIN?  We are working on a possible repurchase.
 
Best,
 
 

  Ryan Ristow
National Consumer Affairs
Kia Motors America

Irvine, CA 
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rented car that morning at DIA and drove about 30 minutes to parking lot/loss scene of office where he 

does work. 

- removed his laptop and went inside office.   

- shortly after, while in office, he saw that a veh was on fire in the parking lot and that it was close to 

where he had parked.   

 - went outside and saw that it was v1. 

 - pd and fire dept. came.  fire was put out. 

 -  a fire inspector came and told r that it was either electrical fire or they will never know. 

 - no lost property other than a Samsonite bag. 

 - the fire was coming from under the hood/engine block. 

 - tires and front of car were damaged. 

 - there was a car parked one spot away from v1.  that owner told r that he likely will get his tires 

checked for heat damage. 
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10/31/2018 CARFAX Vehicle History Report for this 2018 KIA SPORTAGE LX: KNDPM3AC3J7

https://www.carfaxonline.com/api/report?vin=KNDPM3AC3J7 3/3

© 2018 CARFAX, Inc., a unit of IHS Markit. All rights reserved.
 Covered by United States Patent Nos. 7,113,853; 7,778,841; 7,596,512, 8,600,823; 8,595,079; 8,606,648; 7,505,838.

 10/31/18 6:24:21 PM (CDT)















 
 
 
Kia Motors America, Inc. 

Corporate Headquarters 

 

Irvine, CA  USA 

T  

 
 

 
January 11, 2019 
 
 

 
 
  

Parsippany, NJ  
 
Re: 2018 Kia Sportage 
 VIN: KNDPM3AC3J7  
 Case:  
 
 
Dear   
 
Thank you for reaching out to KMA regarding your Kia Sportage.  Kia Motors America, Inc. (KMA) 
has reviewed the incident and regrets the circumstances that prompted you to contact us.    
 
After careful review of all the information that you have submitted and our own investigation, KMA 
has concluded the cause of the fire is undetermined. Based on the preliminary inspection 
performed, the following was viewed:   
 

 The point of origin for this fire is undetermined.  

 The cause of the fire has been classified as undetermined.  
 

Given this information, KMA is referring you to your insurance company and will take no further 
action at this time. Thank you for your courtesy and cooperation. 
 
Sincerely,  
 
 
 
Alex Villalpando 
National Consumer Affairs 
Kia Motors America, Inc. 
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GATEWAY KIA OF DENVILLE

DENVILLE, NJ   

WWW.GATEWAYKIA.COM

HOME PHONE WORK PHONE CELL PHONE STOCK NO. SERV. ADV.

VEHICLE ID MILES IN MILES OUT DATE/T ME IN DATE OUT

VEHICLE DESCRIPTION TAG NO. STATUS

CONTROL NO. LICENSE PLATE NO. CUST. LABOR RATE PROD. DATE IN-SERV DATE DELIV. DATE DELIV. MILES

05/10/17

11/05/16

05/01/17 09:41

TERMS

13

COMPLETE

KNDPNCAC3H7 42384230

2017 KIA SPORTAGE E (HYPER RED)

MAURICE DOMAN  

11/05/16

INVOICE NO.

EAST HANOVER, NJ 

R/O EMAIL

No Charge

Line Op-Code Fail Code Tech Hours Type Amount
Continued+D

Concern GATEWAY KIA RENTAL
Cause vin:5xxgn4a75eg day out: 5/1/17
Correction day returned: 5/10/17

Sublet Code Vendor Name PO# / Description
GATEWAY KIA RENTAL 37337R2

AmountCharge Description

Customer Totals

No ChargeTOTAL CUSTOMER

STATEMENT OF DISCLAIMER
The factory warranty constitutes all of the warranties with respect
to the sale of this item/items.  The Seller hereby expressly
disclaims all warranties either express or implied, including any
implied warranty of merchantability or fitness for a particular
purpose.  Seller neither assumes nor authorizes any other person to
assume for it any liability in connection with the sale of this
item/items.

On behalf of servicing dealer, I hereby certify that the
information contained hereon is accurate unless otherwise shown.
Warranty services described were performed at no charge to owner.
There was no indication from the appearance of the vehicle or
otherwise, that any part repaired or replaced under this claim had
been connected in any way with any accident, negligence, or misuse.
Records supporting this claim are available for (1) year from the
date of payment notification at the servicing dealer for inspection
by manufacturer's representative.

X X
CUSTOMER SIGNATURE (SIGNED)   DEALER, GENERAL MANAGER OR AUTHORIZED PERSON

(DATE)

INVOICE05/10/17 16:59 CUSTOMER COPY Page 2 of 2

 




