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No

B-2) Were There Any Injuries?

No

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

No

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

We were on the way to church .He was going approximately 35 mph on  Rd .We started to smell the 
brakes in front of the high school. A little while later it started to smoke. He pulled out on  and shortly after that 
smoke started coming out. We had him pull over into a parking lot. The smoke came out more from the passenger side 
than the driver side. My husband drove it the remainder of the way to our church.

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

No

C-1) Was the Police Contacted?

No

C-2) Was the Insurance Company Contacted?

Driven

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

We were on the way to church .He was going approximately 35 mph on  Rd .We started to smell the 
brakes in front of the high school. A little while later it started to smoke. He pulled out on  and shortly after that 
smoke started coming out. We had him pull over into a parking lot. The smoke came out more from the passenger side 
than the driver side. My husband drove it the remainder of the way to our church.

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

No

C-1) Was the Police Contacted?

No

C-2) Was the Insurance Company Contacted?

Driven

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

 Stoney Point NC 

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

No

C-5) Have Any Repairs Been Completed?
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Yes

C-6) Were Parties Wearing Seatbelts?

No

C-7) Did the Airbag(s) Deploy?

No

C-8) Was Airbag Light on prior to accident?

This doesnt seem like a normal thing for this to happen. I am asking that Kia tow the veh and fix it because the veh 
almost caught fire.

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

Not Applicable

D-2) Have you reviewed the airbag section of the owners manual?  Yes - In order to consider your
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 Kia Motors America 
Consumer Affairs Department

Page 1 of 6

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:

KNAFU6A23A5
2010 FORTE KOUP

62,000
07/27/2009Hickory NC NC004 Paramount KIA

Complaint
Quality

Product Liability
Other

Case History

***  10/16/2017 08:38:53 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 10/16/2017 08:33:17 (GMT-07:00) Arizona and created by  Jessica Weaver 
***
Cust states:
1. We have had an incident where the brakes are locking up 
2. We have been smelling them since he had to avoid a dog 
3. We were following behind them and the veh started smoking like they almost caught fire 
4. We thought maybe it only happened that once but my husband drove this morning and the same thing happened 
5. I called our local Kia DLR to see if there were any recalls on the veh but they couldn't find any and they told me to 
call you 

Writer states:
1. Apologized 
2.Ran accident script 

Cust states:
1. On the Wednesday before this - 11th - a dog ran out in front of him to avoid hitting a dog
2. Since that time he said he was smelling the brakes 
3. He was terrified it almost caught fire 
4. We bought car on July 2016
5. We bought it from the Honda Pageant place and they told me that they put new brakes on it 
6. There was thick gray smoke coming 
7. We drove the veh back home stopping every 10- 15 min 
8. We really thought it was going to catch fire 
9. I was involved in an accident in March where I was T boned 
10. The body shop had it until the 3rd week of May 

Writer states:
1. Will forward to another department for review 
2. Please allow 2-3 business for follow up 
3. Provided case # 

Cust states:
1 .One more thing 
2. The DLR said there was a stoplamp switch that had been on veh but it was repaired 
3. His brake light on the right side would flicker 
4. We decided to replace it ourselves 
5. We went and pressed and light bulb just fell out 
6. They said to mention that as well 

Writer states:
1. Will notate
2. Please allow 2-3 business days for follow up 

Cust thanked

***  Phone - Call - Inbound created on 10/16/2017 17:11:36 (GMT-07:00) Arizona and created by  Jessica Weaver 
***
Forward to NCA
1 Customer alleges the brakes locked up and started smoking 
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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:

KNAFU6A23A5
2010 FORTE KOUP

62,000
07/27/2009Hickory NC NC004 Paramount KIA

Complaint
Quality

Product Liability
Other

2 Vehicle is currently with cust 
3 Customer is requesting for Kia to tow veh and complete needed repairs at no cost 
4 Please review and follow up accordingly

***  10/16/2017 17:12:36 (GMT-07:00) Arizona ***
Dispatched from WIPBin = default to Queue National CA by Jessica Weaver
Reason: 

***  10/17/2017 07:58:19 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  10/17/2017 08:14:09 (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 10/17/2017 08:37:07 (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.We saw smoke coming out of the brakes.

Wrt replied;
1. okay, please schedule and appointment and we'll have the dealer check it out.

***  Phone - Call - Inbound commitment created on 10/17/2017 08:38:44 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/24/2017 and created by  Ryan Ristow ***

***  10/17/2017 08:44:04 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 10/17/2017 10:11:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/24/2017 closed by  Ryan Ristow ***
Customer scheduled appointment for 10/18/17 at 8:40AM at NC004.

Wrt requested tow truck for the customer.

***  Phone - Call - Outbound commitment created on 10/17/2017 10:12:03 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/18/2017 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 10/18/2017 09:20:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/18/2017 closed by  Ryan Ristow ***
Wrt sent checklist to the dealer.

***  Others - Others commitment created on 10/18/2017 09:21:05 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/20/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 10/18/2017 09:21:05 (GMT-08:00) Pacific Time (US & Canada) with 
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Commitment Date 10/20/2017 and created by  Ryan Ristow ***
wrt requested an update.

***  Others - Others commitment created on 10/18/2017 09:21:05 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/23/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 10/23/2017 10:37:23 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/23/2017 closed by  Ryan Ristow ***
Mr. Ristow,

Upon further inspection my technician has found the vehicle will require a caliper and rotor on the passenger side 
front as well as pads. He is also recommending a brake fluid replacement as the excessive heat has compromised 
the fluid. After retracting the caliper, reinstalling and depressing the brake pedal, the caliper has stuck again. The 
vehicle has an acceptable fluid level, all brackets and lines appear in good working order. 
Please let me know if you need anything else.
Thank you again,
Aaron Bisesti
Paramount Kia Service
828-485-3149

***  Phone - Call - Outbound created on 10/23/2017 10:37:33 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Aaron,

Were the repairs performed for the customer?

Please forward the RO at your earliest convenience. 

Thanks,

***  Phone - Call - Inbound commitment created on 10/23/2017 10:54:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/24/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment created on 10/23/2017 10:54:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/24/2017 and created by  Ryan Ristow ***
Wrt requested update

***  Phone - Call - Inbound commitment created on 10/23/2017 10:54:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/25/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment created on 10/23/2017 10:54:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/27/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 10/27/2017 13:36:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/27/2017 closed by  Ryan Ristow ***
Wrt received estimate from the dealer.

***  Phone - Call - Outbound created on 10/27/2017 13:37:06 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Phone - Call - Inbound commitment created on 10/27/2017 13:37:27 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/03/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 10/27/2017 15:55:52 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/03/2017 closed by  Ryan Ristow ***
Customer called back;
1. returning your call.

Wrt replied:
1.  I heard back from the dealer, we would like to offer the repair.
2. We just need a signed release since it is outside of the wty.

Customer replied;
1. okay, send it to me and we will review it.

***  Email - External Email Received commitment created on 10/27/2017 15:56:20 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/03/2017 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 11/01/2017 10:11:15 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/03/2017 closed by  Ryan Ristow ***
Signed release attached.

***  Email - External Email Sent created on 11/01/2017 10:11:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Aaron,

I received the signed release back from the customer today.
We would like to authorize the repair as GW for the customer.
Please review the below PWA.  It is for a G claim, which means that it will be sent to your DPSM for final review.  
(Bob, please contact me with any questions.) All repairs for which KMA has authorized a dealer to perform will only 
be reimbursed by KMA at the warranty labor and parts markup rate in effect at the time of the repair. Please give 
writ of your acceptance. 
 Dealer Goodwill CA Authorization

PWA # (Kcase): 

Dealer Name: Paramount Kia 
Dealer Code: NC004
Date of Approval: 10/24/17

Dealer Contact : Aaron Biseti abisesti@paramountauto.com
Estimated repair cost:  $2,252.65

Description of approved repair: Repairs described in invoice 

Vehicle: 2010 Forte Koup- KNAFU6A23A5
 
Best,
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***  Others - Others commitment created on 11/01/2017 10:11:49 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/08/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 11/01/2017 10:11:49 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/09/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 11/01/2017 10:11:49 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/10/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 11/10/2017 16:07:19 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/10/2017 closed by  Ryan Ristow ***

***  Others - Others commitment created on 11/10/2017 16:08:22 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/15/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 11/10/2017 16:08:22 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/15/2017 and created by  Ryan Ristow ***
Wrt requested a repair update

***  Others - Others commitment created on 11/10/2017 16:08:22 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/20/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 11/20/2017 10:47:06 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 11/20/2017 closed by  Ryan Ristow ***
Svc Mgr contact wrt;

The repairs we discussed are complete sir. The vehicle will require a booster as well. Will Kia be covering this as 
well?
Thanks

***  Email - External Email Sent created on 11/20/2017 10:47:07 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Aaron,

Does it appear to be related to the other damage caused by the previous failure?

Thanks,

***  Email - External Email Received commitment created on 11/20/2017 10:47:26 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/27/2017 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 11/27/2017 13:10:10 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/27/2017 closed by  Ryan Ristow ***
Dealer replied;

1. We can not prove otherwise.

***  Email - External Email Sent created on 11/27/2017 13:10:12 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Ryan Ristow ***
Wrt replied:

1. Okay, go ahead and include it with the repair.

***  Email - External Email Sent commitment created on 11/27/2017 13:10:56 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/30/2017 and created by  Ryan Ristow ***

***  Email - External Email Sent commitment created on 11/27/2017 13:10:56 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/05/2017 and created by  Ryan Ristow ***

***  Email - External Email Sent commitment fulfilled on 12/05/2017 13:28:42 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/05/2017 closed by  Ryan Ristow ***
Mr. Ristow,
  The vehicle has been returned to the customer.  The parts are being prepared for shipment and should leave 
shortly.
  Thanks again,
  Aaron Bisesti
 

***  Others - Others commitment created on 12/05/2017 13:28:59 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/12/2017 and created by  Ryan Ristow ***

***  Others - Others commitment created on 12/05/2017 13:28:59 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/12/2017 and created by  Ryan Ristow ***
Wrt followed up with the dealer and requested the parts.

***  Others - Others commitment created on 12/05/2017 13:28:59 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/19/2017 and created by  Ryan Ristow ***

***  12/15/2017 14:54:13 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 2. Pending Customer Callback and Sub Status of Assigned

***  Others - Others commitment created on 12/05/2017 13:28:59 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/21/2017 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 12/21/2017 08:27:47 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/21/2017 closed by  Ryan Ristow ***
Wrt requested update on parts shipment.

***  Email - External Email Sent commitment created on 12/21/2017 08:27:53 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/08/2018 and created by  Ryan Ristow ***

***  Email - External Email Sent commitment fulfilled on 01/03/2018 08:17:35 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/08/2018 closed by  Ryan Ristow ***
Parts received.

***  01/03/2018 08:19:52 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Repaired at Dlr
[Resolution Summary]
Case closed pending customer contact.
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 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.

Was traveling on the  North bound side
When it started up underneath the dash, under the steering column. I had the heater on to defrost the window and it 
started smoking through the vents and had a smell of burnt rubber. We stopped and as I opened the hood, my buddy 
told me the fire was landing on my floor board on the driver side.  In 3 min the dash and front seats completely 
burned up, if not less. Heard an explosion, assumed it was the airbags.  <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.

Officer Kellison, AR State Highway Patrol, H9 126 (not sure) <Officer Name, Department, Badge>

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

Wasnt given one <POLICE REPORT NUMBER>

What is the Police Report Number?15.
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Nation Wide
Greenwood Road (dont have address)
1.877.669.6877

-GA 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.

At Sports and Imports
2611 Towson Ave Fort Smith, AR 72901
phone # <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 Yes

Were Parties Wearing Seatbelts?21.

 No

Did the Airbag(s) Deploy?22.

 No

Was Airbag Light on prior to accident?23.
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Just reporting in case of a recall of possible wiring problem <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

  - driver  <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

  - driver 
0 passengers  <Provide Driver's Name, Address, and Phone>

Who Was Driving the Vehicle and how many passengers were there, if any?2.

 Yes

Do You Own the Vehicle?3.

 <Driver's Age>

What is the Age of the Driver?4.

/2013 time unknown, around 1 or 2pm  <DATE> and <TIME>

What Was the Date and Time of the Accident?5.

beautiful day, no rain no nothing  <ROAD & WEATHER CONDITIONS>

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

vehicel has just been parked, no speed.  <VEHICLE SPEED>

What Speed was the Vehicle Traveling?7.

 No

Were any Other Vehicles Involved in the Accident?8.
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 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.

Cust was parked at the work parking lot, , Lilburn, GA. The key was shut off and the vehicle 
continued to run. The vehicle started smoking, and the fire department was called and put out the fire. The fire person 
said that the fuse box down by her foot, melted, that is where the fire started.  The battery was disconnected and the 
airbag deployed cracking the windshield.  <INCLUDE street names, location, all vehicles involved, what part of the 
vehicles were damaged>

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

 No

Were the Police Contacted?13.

State Farm - cust is not willing to provide 

 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.
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Rick Case Kia - working with Charles in service  <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 No

Were Parties Wearing Seatbelts?21.

 Yes

Did the Airbag(s) Deploy?22.

 Yes

Was Airbag Light on prior to accident?23.

Cust states - cust would like for the vehicle to be taken back, we do not feel safe. This is an electrical issue and the 
worse to find and fix. We are afraid to put daugher and granddaughter back into the vehilce. Will never feel safe in 
this vehicle again.  <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.

Page 3 of 3



Accident Report
Case

Report Details

I own the vehicle <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

Vehicle was parked. <Provide Driver's Name, Address, and Phone>

Who Was Driving the Vehicle and how many passengers were there, if any?2.

 Yes

Do You Own the Vehicle?3.

 years old <Driver's Age>

What is the Age of the Driver?4.

 around 6 o'clock at night <DATE> and <TIME>

What Was the Date and Time of the Accident?5.

Normal, clear, no rain <ROAD & WEATHER CONDITIONS>

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

Vehicle was parked <VEHICLE SPEED>

What Speed was the Vehicle Traveling?7.

 No

Were any Other Vehicles Involved in the Accident?8.
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 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.

I work from around 7 in the morning to 7 at night. I was on lunch I was talking on the phone. My engine was running 
for about 20 minutes. Parked it, turned the car off, locked it and went back to work. Came back around 6 o'clock at 
night. The center console between the driver and passenger seat caught on fire. Everythings melted on the inside. 
<INCLUDE street names, location, all vehicles involved, what part of the vehicles were damaged>

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

 No

Were the Police Contacted?13.

Infinity Insurance
Claim #
The adjustor's name is Adriana Kelly 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.

 Driven

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

Page 2 of 3



Insurance took it to their shop. <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 No

Were Parties Wearing Seatbelts?21.

 No

Did the Airbag(s) Deploy?22.

 No

Was Airbag Light on prior to accident?23.

Through my own research, I found out the same year, make and model had a defect when the emergency brake is 
engaged <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
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,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
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KNAFU6A20C5
2012 FORTE KOUP
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06/21/2011Duluth GA GA083 Rick Case KIA

Complaint
Quality
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Case History

**** NOTES 08/20/2013 01:44:57 PM CDavis Action Type:Manager review
8-20-13 cdavis
1. Reviewed the case with the analyst.
2. Asked to get the recap and all sales docs.
3. We are going to have 3 options for the attorney.
4. One will be an SOC, one is a buyback, and the last will be a goodwill offer.
5. I asked analyst to get all info to me by the 26th.
[!<For Internal Use Only
>!]

**** PHONE LOG 08/23/2013 03:15:44 PM JHoward
Writer note:
1.  Requested from Ken this a.m., GA083, customer's buyer's order and fin. p/w.
2.  He will fax to me right away.
3.  Checked this eve. and Ken advised they had to put in a request fro the p/w from their HQ in FL.
4.  Will f/up w/Megan on Monday as she should receive the p/w then.

**** PHONE LOG 08/23/2013 03:22:59 PM JHoward
Writer notye:
1.  Phoned Megan/executive asst. in finance at (770) 476-2800 and left vmsg.
2.  Advised I will f/up w/her 26 Aug. as to docs. I requested.

Pending phone call to Megan at GA083 for docs.
 

**** PHONE LOG 08/23/2013 03:38:19 PM JHoward
Writer note:
1.  System indicates part shipped 21 Aug.

Pending part. 

**** PHONE LOG 08/26/2013 03:22:43 PM JHoward
Write note:
1.  Phoned dlr. serv. dept. at  (770) 476-2800 and was advised wiring harness has not come in.
2. Phoned Jim in parts dept. at 770 476 2800 and advised both harnesses are in.

**** PHONE LOG 08/26/2013 03:26:34 PM JHoward
Pending f/up on status of repairs.

**** PHONE LOG 08/28/2013 11:16:01 AM JHoward
Writer note:
1.  Spoke to Charles, serv/ mgr. at dlr. and he advised, hope to have the vehicle ready, to include replacing the 
windshield (sublet) by Thursday or Friday afternoon, the 29th or 30th, 2013.

**** PHONE LOG 08/28/2013 11:22:47 AM JHoward
Pending vehicle repaired and outcome of cross referenced case # /ADL.

**** PHONE LOG 08/28/2013 11:27:42 AM JHoward
Writer note:
1.  Sent e-mail request to DPSM for RAF in 7 days as vehicle s/b repaired per sev. mgr. no later than 30 August 
2013.   
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**** PHONE LOG 08/28/2013 11:39:31 AM JHoward
Pending vehicle repaired and RAF from DPSM Baik.

**** PHONE LOG 08/30/2013 02:19:03 PM JHoward
Writer note:
1.  Spoke to Jeff and windshield in veh., all it needs is detailing.
2.  He will have serv. mgr. Charles phone me.

Pending Charles return phone call.  

**** PHONE LOG 08/30/2013 02:36:18 PM JHoward
Writer note:
1.  Serv. mgr. Charles phoned me and advised he will check w/detail to see if they can clean veh. today off any 
smoke smell and get back to me.

Pending Charles return phone call.   

**** PHONE LOG 09/03/2013 12:33:46 PM JHoward
Writer note:
1.  Phoned Charles/serv. mgr. and he advised the vehicle is repaired but smells of smoke.
2.  He advised will gas vehicle up and take it to detail and see if there is anything else they can do and phone me 
back today.

Pending serv. mgr.'s return call w/status of veh. smoke smell.

**** PHONE LOG 09/03/2013 12:52:25 PM JHoward
Writer note:
1.  Discussed w/RCAM and DPSM, who is going to dlr. today and review vehicle. 

**** PHONE LOG 09/04/2013 01:02:14 PM JHoward
Writer note:
1.  RCAM advised yesterday that DPSM inspected vehicle and it smells of smoke.

Pending dlr. w/DPSM's involvement to rid vehicle of smoke smell.

**** PHONE LOG 09/05/2013 11:38:32 AM JHoward
Writer note:
1.  Serv. mgr. Charles phoned me and advised that the smoke smell has dissipated.
2.  Advised RCAM and it was agreed that the DPSM did not have to go out and verify.
3.  Charles, serv. mgr. will phone customer and advise.
4.  Advised serv. mgr. that I need r.o. and he will send once I submit my e-mail request.

Pending r.o. and all sup. docs. to review and send copy to State Farm Ins.
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**** PHONE LOG 09/05/2013 11:46:23 AM JHoward
Writer note:
1.  Sent e-mail request to serv. mgr. for R.O. and other supporting docs.

Pending r.o. and all supporting docs. to review and send copy to State Farm Ins. Co.

**** PHONE LOG 09/11/2013 06:33:54 PM JHoward
Writer note:
1.  Sent another e-mail request to serv. mgr. for final R.O. and other supporting docs.

Pending final r.o. and supporting docs. to add to rcap and send a copy to State Farm Ins. Co.

**** PHONE LOG 09/19/2013 09:40:19 AM JHoward
Writer note:
1.  Reviewed last  r.o. #  that reflects the r.o. open and closed date to be the same.
2.  Phoned dlr. at 770 476 2800 and left vmsg. for Jeff to phone me as Charles is on vacation.

Pending Jeff's return call to discuss last r.o. and correct date of closure as r.o. needs to reflect this for sending copy 
to State Farm and updating recap.

**** PHONE LOG 09/23/2013 07:24:57 AM JHoward
Writer note:
1. Phoned Jeff (returned his phone call) at 770 476 2800 and left vmsg. for Jeff to phone me (Charles serv. mgr. on 
vacation).

**** PHONE LOG 09/23/2013 07:26:30 AM JHoward
Pending Jeff's return call to discuss last r.o. and correct date of closure as r.o. needs to reflect this for sending copy 
to State Farm and updating recap.

**** PHONE LOG 09/24/2013 02:38:44 PM JHoward
Writer note:
1.  Jeff at dlr. and I have been missing each other's calls regarding the close and open date being the same for last 
repair of this vehicle.
2.  Left vmsg. w/serv. mgr. to phone me to discuss and need corrected r.o.

Pending correct r.o./last r.o. and call from Charles/serv. mgr.

**** PHONE LOG 09/27/2013 01:41:31 PM JHoward
Writer note:
1.  Phoned dlr. at 770 476 2800 and spoke to Charles who submitted r.o. with end date of last repair reflecting 6 
Sept. 2013.
2.  Edited recap and submitting RAF to DPSM for completion.

Pending RAF to DPSM.     

**** PHONE LOG 10/02/2013 04:30:20 PM JHoward
Writer note:
1.  Sent copy of r.o. to State Farm as they requested and it was non deliverable. 
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**** PHONE LOG 10/02/2013 04:39:41 PM JHoward
Writer note:
1.  R.O. to State Farm is undeliverable.

Pending completion of recap and RAF to DPSM Dudley.

**** PHONE LOG 10/08/2013 07:22:05 AM JHoward
Writer note:
1.  Phoned St. Farm, Mark Fincher 866 527 4120 ext. 770 418 3639 and left vmsg. advising the e-mail address he 
provided is undeliverable.  

**** PHONE LOG 10/08/2013 07:37:39 AM JHoward
 

**** CASE CLOSE 10/08/2013 07:41:11 AM
Closing case, refer to /ADL for settlement.

 
*** PHONE LOG 10/25/2013 11:59 AM Eastern Daylight Time JHoward Action Type:Outgoing call
Write rnote:
1.  Spoke to Mark Fincher at State Farm and faxed copy of R.O.#  to him as listed:
2.  Fax# 888 870 0317/ Claim#  

 
*** CASE CLOSE 10/25/2013 12:01 PM Eastern Daylight Time JHoward
Faxed copy of last r.o. to customer's ins. co. per their request.
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*** PHONE LOG 08/09/2013 07:44 AM US Mountain Standard Time LThayer
Writer states
1. What is the current concern

Customer states
1. It burnt up 
2. Caught on fire as i was driving up the road last night
3. Started up underneath the dash, under the steering column, had the heater on to defrost the window
4. Started having smoke and smell of burnt rubber
5. Buddy said a fire fell down to the floor board where you were sitting

Writer states
1. If you have pictures would it be easier for you to email or mail them?

Customer states
1. Have them on my phone, but I sent them by text to the insurance company

writer states
1. Apologize 
2. Advised to call back with case # if any further questions

Customer states
1. Thank you 

 
*** NOTES 08/09/2013 01:49 PM US Mountain Standard Time LThayer Action Type:Manager review
Dispatching to National
1. Customer alleges vehicle caught on fire
2. Assist determination
3. Contact customer as appropriate

 
*** PHONE LOG 08/13/2013 07:25 AM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr:
1. Calling to follow up with the vehicle that was involved in a fire.
2. Wanted to see if customer was sending pictures over or if insurance would be able to provide that?

Cust:
1. I haven't sent anything.
2. I don't have my insurance information with me. 
3. I am at work.

Wtr:
1. Ok, requested that customer c/b when insurance information was available.
2. Provided contact information.
3. Wtr will be expecting call.

 
*** PHONE LOG 08/20/2013 12:32 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr:
1. Calling to request pictures.
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Cust:
1. I contacted the insurance company (Wendy).
2. I gave her your information and she said she was going to contact you to see what exactly you are requesting.

Wtr:
1. Wtr has not been contacted by insurance agent Wendy.

Cust:
1. I will call her right now to have her contact you.

 
*** PHONE LOG 08/20/2013 02:29 PM Pacific Daylight Time JMojica Action Type:Incoming call
Received call from Teresa at Nationwide insurance:
1. Teresa advised Meredith Zetzer would have all the information 
2. Meredith Zetzer can be reach at 614-854-5918
3. She will have all the information you are requesting.

 
*** PHONE LOG 08/21/2013 04:33 PM Pacific Daylight Time JMojica Action Type:Web Contact
Meredith,

I was informed you would be able to provide me with pictures of the vehicle fire for our mutual customer  
 Unfortunately, I do not have his policy or claim #.  Let me know what information you will need to locate his 

file.

Thank you,

 
*** PHONE LOG 08/22/2013 09:20 AM Pacific Daylight Time JMojica Action Type:Web Contact
Hello 

this claim is pending investigation. At this time I am unable to provide you with any photos as it is all pending. Once 
Our investigation has been completed and a claims decision has been made, I will be more than happy to provide 
related information within our company policy and procedures. 

Thank you 

Meredith 

 
*** PHONE LOG 08/27/2013 01:56 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Attempted to contact cust. to inform him that insurance cannot currently provide pictures.
-No answer
-No VM
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*** PHONE LOG 09/04/2013 12:56 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Attempted to contact cust. to inform him that insurance cannot currently provide pictures.
-No answer
-No VM

 
*** PHONE LOG 09/11/2013 04:01 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Attempted to contact cust. to inform him that insurance cannot currently provide pictures.
-No answer
-No VM

 
*** CASE CLOSE 09/19/2013 03:06 PM Pacific Daylight Time JMojica
Closing case pending customer contact.

 
*** NOTES 10/11/2013 02:43 PM Pacific Daylight Time JMojica Action Type:Manager review
TREAD REVIEW COMPLETE <JM>

 
*** CASE CLOSE 10/11/2013 02:54 PM Pacific Daylight Time JMojica
TREAD REVIEW COMPLETE

 
*** NOTES 11/04/2013 09:30 AM Pacific Daylight Time MCameron Action Type:Manager review
TREAD review. 

 
*** CASE CLOSE 11/04/2013 09:31 AM Pacific Daylight Time MCameron

 
*** PHONE LOG 11/27/2013 09:47 AM Pacific Daylight Time KSon Action Type:Web Contact
NCA rec'd customer's insurance company, Nationwide Insurance. Letter states: 
1. Please be advised that Nationwide is the insurance carrier for the above-named insured, who sustained fire dmg 
to his automobile on the above date of loss. 
2. Our preliminary investigation reveals that this fire may have resulted from a defect in the automobile, therefore 
we are placing you on notice of a potential claim against you, as well as providing you with the opportunity to 
inspect the veh. 
3. Please be advised that a destructive exam of the veh will be held w/n the next 14 days and therefore we request 
you contact the undersigned upon receipt of this notice to advise your intentions with regards to attending this 
destructive inspection. 
4. If you have any questions or concerns, please contact me at 315-453-3587 (Kathleen Styer).

Attaching letter to case and dispatching the case to NCA for further handling. 

*** PRIORITY CHANGE 11/27/2013 09:49:55 AM KSon

 
*** PHONE LOG 12/02/2013 11:06 AM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for Ins. Agent Kathleen Styer:
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1. Referenced claim #.
2. Requested pictures for further review of case.
3. Requested c/b.

 
*** PHONE LOG 12/05/2013 07:53 AM Pacific Daylight Time JMojica Action Type:Incoming call
Kathleen left VM:
1. Requested c/b or email at kishe2@nationwide.com

 
*** PHONE LOG 12/06/2013 02:52 PM Pacific Daylight Time JMojica Action Type:Web Contact
Kathleen,

This email is in reference to our mutual customer   (2012 Kia Forte, KNAFU6A29C5 ) who 
sustained fire damage to his vehicle on 8/8/2013. 

Do you have any pictures of the vehicle and a copy of the fire report? If so, please send them over to me so we can 
further review this claim.

Thank you,

 
*** PHONE LOG 12/09/2013 11:33 AM US Mountain Standard Time JShelley Action Type:Incoming call
Kathy Styer from nationwide insurance stated:
1. gave vin
2. calling about an inspection for veh defect
  - sent letter, calling to see if KMA wants to attend

writer stated:
1. apologized
2. hold please

WRITER PLACED CALLER ON HOLD TO CONFER WITH SUPE/LSIMS

writer stated:
1. apologized
2. advised case with CSR/JMojica
3. gave 877#, case#
4. please hold, will see if JMojica available
  - if not available will transfer to JMojica VM

Kathy Styer stated:
1. that's fine, thanks for your help

WRITER PLACED CALLER ON HOLD, JMOJICA NOT AVAILABLE
WRITER TRANSFERRED CALLER TO JMOJICA VOICEMAIL

 
*** PHONE LOG 12/11/2013 07:49 AM Pacific Daylight Time JMojica Action Type:Web Contact
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Email response from Kathleen at Nationwide:

I just received your email (you had sent  it to a co-worker and she forwarded it to me).   I am attaching a letter I had 
sent to you overnight mail yesterday advising that Nationwide plans to move forward with the additional inspection 
which may be altering to the vehicle.  We will retain any components which are removed.  Should you want to have 
attendance please advise me by end of business Thursday December 12th. 

Attached is a copy of the letter sent via over night mail, as well as photos secured of the vehicle. 

Thank you for your attention and cooperation. 

 
*** PHONE LOG 12/12/2013 01:28 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for agent Kathleen Styer:
1. KMA will not be attending inspection.
2. Please proceed.
3. Please inform us of your findings.

 
*** NOTES 01/07/2014 02:23 PM Pacific Daylight Time SGuindi Action Type:Manager review
NCA rec'd letter from Nationwide Insurance. Letter states:
1. Attached please find photos secured by our expert of the above captioned vehicle damaged in this matter.
2. The fire originated in the vehicle's dash and spread through the firewall into the engine compartment.
3. Upon review of these photos, please contact the undersigned to discuss your company's position.

Attaching to case and reassigning to JMojica for further handling. 

 
*** NOTES 01/15/2014 05:03 PM Pacific Daylight Time JMojica Action Type:Manager review
Per KMA Engineer:
1. Please request the results of Nationwide's inspection.

 
*** PHONE LOG 01/15/2014 05:04 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for Kathleen Styer:
1. Referenced claim #: 
2. Based upon info that was provided it seems that the cause of the fire is undetermined.
3. Requested results of Nationwide's inspection.
4. Provided email address.
5. Provided c/b # and case # for reference.

 
*** PHONE LOG 01/23/2014 12:03 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr spoke to Ins. Agent Kathleen Styer at 315-453-3587:
1. Agent stated that there was not report written.
2. Inspector stated it was clear that the fire originated in the dash and this was electrical.
3. However, the individual component could not be identified because of the extent of the damage caused from the 
fire.
4. Agent sending info in email.
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*** PHONE LOG 01/30/2014 01:58 PM Pacific Daylight Time JMojica Action Type:Web Contact
Wtr received email from Kathleen Styer:

This will confirm our telephone conversation in which I advised that I did not have any written report completed by 
our experts.  He advised me verbally that the burn was severe and area of origin was in the dash, breaching the fire 
wall and entering the engine compartment.  As there were no aftermarket installations to the vehicle he would 
conclude the fire was most likely electrical in original manufacture wiring however due to the extent of damage and 
consumption of material in the area of origin he did not believe that an electrical engineer would be able to locate 
cause.

 
*** PHONE LOG 03/13/2014 08:52 AM Pacific Daylight Time JMojica Action Type:Incoming call
Wtr:
1. Thanked agent for the call.
2. Informed agent that wtr reviewed case with KMA Engineer.
3. Informed agent that the fire could have been a result of many reasons.
4. At this point in time, KMA will not be accepting this claim.

Agent (Kathleen Styler):
1. Thanked wtr.
2. Are your engineers looking for something specific?
3. I don't know if its worth the $1,000 to have my expert write up a report saying this originated in the dash since 
there was too much damage to determine the exact cause.
4. We just know there was no work done on the area of the fire origin and there were no after market products.

Wtr:
1. Apologized.
2. If there is further info please send it over for re-review.
3. However, with the info that was provided KMA cannot accept the claim.

Agent:
1. Ok, can you send me an email stating that?

Wtr:
1. Wtr will get that out today.
2. Thanked agent for patience and cooperation.

 
*** CASE CLOSE 03/13/2014 02:37 PM Pacific Daylight Time JMojica
No further action required.
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*** PHONE LOG 11/11/2014 06:06 PM US Mountain Standard Time KCampos
Cust states 
1. Had to replace break lights four times now
2. Took the veh to the dealership and they want to charge me $115 to diagnose since its
over 60,000 and out of warranty

Writer states 
1. apologize for inconvenience
2. I can contact the dealership to obtain additional information
3. Contact DPSM to see if willing to assist 
4. The lights where changed at the dealership the previous four time correct?

Cust states
1. No, my husband changed them out himself 

Writer states 
1. Apologized for the misunderstanding 
2. Provided my ext and case number advised would contact within two days with update

Cust states 
1. Ok thank you 

Writer thanked for choosing KIA call ended 

Writer called cust back stated 
1. I want to verify the dealership you took veh to

Cust states 
1. KIA of cerritos where I purchased it

Writer states 
1 Apologized 
2. Thank you 

 
*** NOTES 11/12/2014 03:15 PM US Mountain Standard Time KCampos Action Type:Dealer contact
Writer called CA243 spoke with Raul service advisor and stated 
1. Wanted service history on this customer

Advisor states 
1. All I have is a PDI on  2/1/2012 at 5mi

Writer states 
1. No oil changes no maintenance then correct 

Advisor states 
1. Nothing just that PDI 

Writer states 
1. Ok thank you so much for your time 
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*** PHONE LOG 11/12/2014 03:45 PM US Mountain Standard Time KCampos Action Type:Outgoing call
Writer called cust and stated 
1. calling in regards to assistance with cost of diagnosis 
2. I am unable to ask DPSM for assistance on the repairs with out having a diagnosis 
3. Once we have a diagnosis I can ask for assistance with cost of diagnosis or half 
 
Cust states
1. I understand, that's the whole thing that I don't think I should pay $115 when my veh is 2years old
2. Just because it is over the 60,000 mi
3. I know you can help in some way you are who?

Writer states 
1. We are the manufacture and you had warranty up to 60,000 miles 

Cust states 
1. Let me talk to a higher up 
2. Because I am not going to pay for a diagnosis 

Writer states
1. May I place you on a brief hold while I do a little more research 
2. Thank you for holding I apologize for the hold 
3. What I can do for you is speak with the dealerships service manager and ask if they are 
willing to do a GW for the diagnosis cost
4. At this time there is no guarantee but I can ask 

Cust states 
1. Ok yes please 

Writer states 
1. Ok I will call them and give you a call back no later than Friday regarding dealerships response
2. Thanked for choosing KIA call ended  

 
*** PHONE LOG 11/13/2014 04:15 PM US Mountain Standard Time KCampos Action Type:Outgoing call
Writer called CA243 left vm for service manager Karl Sanders 
1. Left cust name 
2. 800 number and ext 

 
*** NOTES 11/14/2014 03:48 PM US Mountain Standard Time KCampos Action Type:Dealer contact
Writer called Karl Sanders SM left voice mail stating
1. Calling in regards to   2012 Forte 
2. Left 800 number ext and case 

 
*** PHONE LOG 11/17/2014 05:18 PM US Mountain Standard Time KCampos Action Type:Ltr/email/fax sent
Sent DPSM email regarding assistance 

*** PRIORITY CHANGE 11/18/2014 12:14:14 PM KCampos
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*** PHONE LOG 11/18/2014 12:22 PM US Mountain Standard Time KCampos Action Type:Incoming call
Writer states 
1. Hello Karl thank you for returning my call 
2. I was calling in regards to   
3. For possible GW

Karl service manager at CA243 
1. I'm sorry for not getting back to you I was having phone issue 
2. I looked at cust history and I'm not willing to do a GW 

Writer states 
1. Ok thank you that is all I wanted to know  

 
*** PHONE LOG 11/18/2014 12:23 PM US Mountain Standard Time KCampos Action Type:Outgoing call
Writer left vm stating 
1. Please return my call regarding case number 
2. 800# and ext 

 
*** PHONE LOG 11/18/2014 12:41 PM US Mountain Standard Time ERojas Action Type:Incoming call
CUST CALLS INTO WTR 
Cust states:
1. I was just returning a call from Karla 
2. Is she available?

Wtr states:
1. One moment 
- Trans to KCampos

 
*** PHONE LOG 11/18/2014 12:53 PM US Mountain Standard Time KCampos Action Type:Incoming call
Writer states 
1. Thank you for returning my call 
2. I have spoken to the service manager 
3. He is not authorizing a GW for the diagnosis 

Cust states               
1. Ok then I need to speak to a manager 
2. Now the the other break light has gone out 
3. I am not going to pay to get it diagnosed
4. My veh is only over 3,000 miles 

Writer states
1. May I place you on hold to see if my manager is available 
2. Thank you for holding 
3. My manager is in a meeting right now may I transfer you to her voicemail

Cust states
1. Sure, thank you 

Writer thanked call transferred to BBauer
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*** PHONE LOG 11/18/2014 01:58 PM US Mountain Standard Time BBauer Action Type:Incoming call
Customer called writer and left VM:
1. Gave name, case number and callback number
2. Requested callback

 
*** PHONE LOG 11/18/2014 02:02 PM US Mountain Standard Time BBauer Action Type:Outgoing call
Writer called customer and call was disconnected

 
*** PHONE LOG 11/18/2014 02:37 PM US Mountain Standard Time BBauer Action Type:Outgoing call
Writer called customer and states:
1. Received VM, returning call
2. Reviewed complaints with brake lights burning out

Customer states:
1. Now it is not just the light bulb it looks light housing burnt out
2. I replaced them both on each side four times
3. Now light on back windshield burnt out-replaced it last night and plastic all around it melted
4. That is not normal, its melted like it was burned
5. Now have to pay because vehicle is over by 3k miles

Writer states:
1. Apologized
2. Advised KMA does not charge diagnostic fee, advised that is something handled by independent dealer in terms 
of rate and time
3. Advised once diagnosis is completed and put in request with DPSM for assistance if it is not a warranty concern
4. Advised electrical concerns covered under warranty  for defects for 5/60k miles

Customer states:
1. I should not have to pay $115 it will only take them 10 minutes for realize their is an issue
2. Then I will have to pay if it is not under warranty
3. Vehicle is only two years old, this is not right could be a fire hazard if it catches on fire

Writer states:
1. Advised not denying assistance but need to have diagnosis to determine root cause of concern and if parts need 
to be replaced so can request assistance through DPSM
2. Reiterated KMA does not charge diagnosis fee that is through dealer
3. Advised diagnosis fee does go towards cost of repairing vehicle

Customer states:
1. I understand that but should not have to pay $115 to have vehicle looked at

Writer states:
1. Reiterated vehicle will need to have diagnosis done in order to request assistance
2. Advised KMA cannot offer GW towards diagnosis fee

Customer states:
1. I used to work for car company and work for KBB
2. Know that manufacturers can do that
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2. Please c/b at  562-860-2424 ext. 295

 
*** PHONE LOG 11/26/2014 01:39 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for SM Carl requesting c/b.

 
*** PHONE LOG 12/02/2014 01:41 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr spoke to SM Carl:
1. SM stated that dlr did not want bad CSI score.
2. SM stated that reimbursement from KMA takes too long.

 
*** PHONE LOG 12/02/2014 01:50 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for SM:
1. If customer paid diagnostic fee directly to dlr, would that make it easier?
2. Please c/b.

 
*** PHONE LOG 12/02/2014 01:52 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for customer:
1. Wtr is trying to set this up with dlr.
2. Wtr will c/b afterwards.
3. However, please c/b if there are any questions in the meantime. 

 
*** PHONE LOG 12/08/2014 10:48 AM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr left VM for customer requesting c/b.

 
*** PHONE LOG 12/11/2014 08:41 AM Pacific Daylight Time JMojica Action Type:Incoming call
Customer left VM requesting c/b.

 
*** PHONE LOG 12/12/2014 02:55 PM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr:
1. Wtr is still trying to set this up with dlr, its a little complicated.
2. Wtr wanted to see if customer would like to pay diagnostic fee and then KMA will reimburse customer for 
diagnostic.

Customer:
1. How long would that take?

Wtr:
1. About 2 weeks, expedited.

Customer:
1. I really can't afford to do that with the holidays.

Wtr:
1. Ok, then wtr would appreciate the patience while setting this up.
2. Wtr will keep trying and get back to customer.
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*** PHONE LOG 01/21/2016 12:54 PM US Mountain Standard Time JUpson

 
*** NOTES 01/21/2016 12:58 PM US Mountain Standard Time JUpson Action Type:Dealer contact

[!<For Internal Use Only
 If   calls back, please fill out accident report concerning incident, thank you>!]

 
*** NOTES 01/22/2016 09:39 AM Pacific Daylight Time CLoftus Action Type:NCA Corresp. rec'd
Customer has filed following VOQ with NHTSA:

TL-THE CONTACT OWNS A 2012 KIA FORTE. THE CONTACT STATED THAT THE VEHICLE CAUGHT FIRE AS 
HE WALKED OUTSIDE. THE CONTACT NOTICED THAT THE VEHICLE'S WINDOWS WERE BLACK FROM 
THE RESIDUE OF THE FIRE. THE VEHICLE WAS DESTROYED. THE VEHICLE WAS TOWED. THERE WAS 
NO POLICE REPORT FILED. THE FIRE WENT OUT BEFORE THE FIREFIGHTERS WERE CALLED. THE 
MANUFACTURER WAS NOT MADE AWARE OF THE ISSUE. THE FAILURE MILEAGE WAS 54,000. AD

 
*** NOTES 01/22/2016 01:51 PM US Mountain Standard Time JUpson Action Type:Dealer contact
Writer called   @  - no answer, left VM
1) Calling regarding incident of vehicle that we had talked about on 1/21/2016 before you had to go back to work
2) Please call back so we can fill out incident report
3) Apologized for concern
4) After we fill out the incident report I will be dispatching case to NCA where they will further address concerns

 
*** PHONE LOG 01/25/2016 11:23 AM US Mountain Standard Time JUpson Action Type:Outgoing call
*****First call on 1/21/2016*******

 
1) My car caught on fire
2) I want to know what I should do and what my warranty is
3) Vehicle is currently at my girlfriends house, waiting on insurance company to come and pick it up and see what 
the cause was
4) I did contact dealer, they said to have insurance look at it first
5)I am at work and do not have time to fill out a report, I will contact back

Writer
1) Thanked, apologized, updated information
2) Advised Customer that we need to fill out accident report, and from there I will dispatch up to NCA where they wi  
address concerns
3) Advised Customer to give us call back when they get a chance
4) Thanked and apologized
[!<For Internal Use Only
 Notes did not document from 1/21/2016, these are notes from first call>!]

 
*** NOTES 01/25/2016 11:25 AM US Mountain Standard Time JUpson Action Type:Dealer contact
Writer called   @  - no answer, left VM
1) Calling regarding incident of vehicle that we had talked about on 1/21/2016 before you had to go back to work
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2) Please call back so we can fill out incident report
3) Apologized for concern
4) After we fill out the incident report I will be dispatching case to NCA where they will further address concerns

 
*** NOTES 01/25/2016 12:57 PM US Mountain Standard Time JUpson Action Type:Dealer contact
Dispatching Case to NCA
1)   @ 
2) 2012 Forte Koup 55k miles
3) Customer alleges vehicle randomly caught on fire
4) Unable to take accident report due to unable to contact Customer
5) Contact Customer for assist determination

 
*** PHONE LOG 01/27/2016 05:36 PM Pacific Daylight Time SamuelKim Action Type:Incoming call
Received message from customer:
1. My name is  
2. I'm returning your call about my Kia Forte
3. And I'm trying to have this issue resolved as soon as possible
4. I'm becoming very irate and irritated with this whole situation
5. The whole process has been getting to be very long and just, I'm becoming very upset
6. I need to get some information on my warranty issue, I have a 100,000 miles warranty on my vehicle
7. I caught fire all on its own in the parking lot
8. And I need to know what the hell is going to be done
9. Because this isn't right and I need to right away
10. So please give me a call back at 
11. Thank you

 
*** PHONE LOG 01/27/2016 05:37 PM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called customer and left message:
1. Calling in regards to a 2012 Kia Forte
2. Requested call back
3. Gave call back number

 
*** PHONE LOG 01/28/2016 09:52 AM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called customer and left message:
1. Calling in regards to a 2012 Kia Forte
2. Requested call back
3. Gave call back number

 
*** PHONE LOG 01/29/2016 01:56 PM Pacific Daylight Time SamuelKim Action Type:Incoming call
Received message from customer:
1. This is   I was just returning your call
2. You left me a message from this morning
3. I was hoping you'd get back to me by today, but apparently you're a little too busy
4. I will be free tomorrow
5. Please give me a call back as soon as possible regarding my Kia Forte
6. Thank you very much
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*** PHONE LOG 01/29/2016 04:54 PM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called and spoke with  
Writer states:
1. Calling in regards to your 2012 Kia Forte
2. Apologized for the phone tag

(Writer completed Accident Script)

Customer states:
1. This happened on  around 10:30, 11:30 in the morning
2. I work from around 7 in the morning to 7 at night
3. I was on lunch I was talking on the phone
4. My engine was running for about 20 minutes
5. Parked it, turned the car off, locked it and went back to work
6. Came back around 6 o'clock at night
7. The center console between the driver and passenger seat caught on fire
8. Everythings melted on the inside

Writer states:
1. Was the fire department called?
2. Was the vehicle towed or driven from the scene?
3. Did you settle with your insurance company?
4. Are you currently in a rental?

Customer states:
1. When I found it, it extinguished by itself
2. I was able to drive it over to my girlfriend's house
3. As I was driving, all the sensors were going off, everything was locking up
4. I don't know yet, they were inspecting it
5. It just sat there and insurance took it to their shop
6. They sent an appraiser and he looked at the car and determined it would take further investigation to determine 
cause and damage
7. They haven't put me in a rental or anything
8. Through my own research, I found out the same year, make and model had a defect when the emergency brake 
is engaged
9. I have 100,000 miles warranty

Writer states:
1. Damages as a result of fires are not covered under warranty
2. Your insurance company will need to complete their investigation to try and determine cause of fire
3. If your insurance company believes this is the result of a manufacturing defect, they can subrogate us
4. Requested photos
5. Gave customer email address
6. We will need to wait and see what your insurance company determines

Customer states:
1. Right now, I'm actually on vacation, I'm getting ready to go to Tahoe

 
*** PHONE LOG 01/29/2016 05:02 PM Pacific Daylight Time SamuelKim Action Type:Ltr/email/fax rec'd
Received photos from customer 
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*** NOTES 03/30/2016 12:12 PM Pacific Daylight Time SamuelKim Action Type:Other (external)
Received email from Senior Subrogation Specialist Bart Davis at Infinity Auto Insurance (bart.davis@ipacc.com)
Hello -

We have a subrogation claim in the amount of $5456.26 for the fire damage to our insured's 2012 Kia Forte. Our 
insured is    Can you advise as to where we can submit our claim for reimbursement? 

 
*** NOTES 03/30/2016 12:13 PM Pacific Daylight Time SamuelKim Action Type:Other (external)
Sent email to Senior Subrogation Specialist Bart Davis at Infinity Auto Insurance (bart.davis@ipacc.com)
You may email or mail me the entire subrogation package to the address below (Please be advised, our emails are 
limited to 10MB in maximum size per message). Please include photos, copy of police or fire report and Cause and 
Origin. If you have any questions, please feel free to contact me.

 
*** CASE CLOSE 03/30/2016 12:13 PM Pacific Daylight Time SamuelKim

 
*** NOTES 03/31/2016 08:49 AM Pacific Daylight Time SamuelKim Action Type:Internal
TREAD review complete.

 
*** CASE CLOSE 03/31/2016 08:51 AM Pacific Daylight Time SamuelKim
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Dealer :Kia of Kingsport
Technician :Cody Sexton
Service Manager :Lynn Lawson
Dealer Phone :4232304542
DPSM :Philip Park
Vehicle Model :FORTE KOUP     
Model Year :2012
Mileage :71963
Initial comments by Technician found in TL Case #  : 
----------------------------------------------------------
*** Performed by contact: Cody Sexton, 4232304542
*** This is a Request for Assistance *** 

Problem Description :
costumer states brake lights are out this car has been here multiple times for this concern from what I can gather 
from all the old ro's this has what's been preformed the driver side tail light harness was replace car came back in 
with same concern again found ground to excess resistance cleaned all grounds under the hood car returned once 
again to have found another ground in the trunk that runs both tail lights to be corroded cleaned ground and clear 
coated ground car is back again with a right side brake light out and  third brake light out found the right side brake 
light to be after market it didn't look blown but I got one of our bulbs and put it in light worked correctly inspected 
third found socket to be melted and bulb to be blown what further action do suggest to correct the concern 

Diagnostics Performed :
same as above 
Please contact dealer for additional information regarding customer handling & repair status and update customer 
accordingly.
 
*** NOTES 08/31/2016 06:45 AM Eastern Daylight Time TIcenhour Action Type:Internal

[!<For Internal Use Only
 Kia of Kingsport  4232304542>!]

 
*** NOTES 08/31/2016 08:15 AM Eastern Daylight Time TIcenhour Action Type:Dealer contact
Wrt calls Kia of Kingsport  4232304542
Wrt states
1 Need RO info for VIN KNAFU6A2XC5
2 we show  as the owner but I don't think she is the current owner.
3 Unable to speak with a live person, keep getting same recording.

 
*** NOTES 09/01/2016 01:51 PM Eastern Daylight Time TIcenhour Action Type:Dealer contact
Wrt calls Kia of Kingsport  423-230-4542
Wrt states
1 Need RO info for VIN KNAFU6A2XC5 , 12 Forte Koup
2 No answer left vm with case id and contact info

 
*** NOTES 09/02/2016 10:56 AM Eastern Daylight Time TIcenhour Action Type:Dealer contact
Wrt calls Kia of Kingsport  423-230-4542
Wrt states
1 Need RO info for VIN KNAFU6A2XC5 , 12 Forte Koup
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Vehicle repaired?: Y
Customer has possession?: Y
Dealer Code/Selling Dealer (Y or N): TN043/N SC029
Original Owner (Y or N): N
What is current Customer Request  (if needed): Unknown as have not spoken with customer yet.
If HEV vehicle, is dealer HEV certified  (if needed): N/A

 
*** PHONE LOG 09/06/2016 04:38 PM Eastern Daylight Time TIcenhour Action Type:Outgoing call
Wrt calls    
Wrt states
1 Following up on brake light issue, 

Cust states
1 So far everything is working good
2 But they have fixed it before and they've went out again

Wrt states
1 I have confidence it is repaired this time
2 Please let us know if you need any futher assistance

Cust states
1 Thank you

Wrt states
1 Thank you

 
*** CASE CLOSE 09/06/2016 04:39 PM Eastern Daylight Time TIcenhour
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Case History

*** PHONE LOG 02/22/2017 04:56 PM Eastern Daylight Time NAllen
Cust states
1. we bought this car in  2013
2. less than a year later we started having trouble with headlights and blnkers
3. we took it to the dealer and they cant find the issue
4. we went back a second time they found a burnt housing
5. they fixed it and when we got home the other side is doing the same thing
6. they have replaced the bulb 2 x and now my wife is going on a trip for work 
7. after 10 minutes the radio goes off and it wont work 
8. The warranty since this has expired 
9. We told them that something was electrical but they wouldnt listen 
10. every time we call them they ask does it have 60,000 miles on it yet
11. we have been around around and around on this
12. in my opinion the warranty should still cover this since it started before the warranty 
went out

wtr states
1. apologized
2. advised in order for kcac to step in would need a diagnosis
3. advised i can call dealer and speak to them on history but with no diagnosis there is not
much we can do 

cust states
1. well of course now that its out of warranty they are ready to start digging and finding out 
what is going on

wtr states
1. advised understand it is frustrating but it could be a bad radio unit 
2. the radio unit warranty  is 3/36  if that is the issue then its not electrical 

cust states
1. ok so how do i get all this case info 

wtr states
1. provided case id 
2. advised once at dealership please call back 

 
*** CASE CLOSE 02/22/2017 04:56 PM Eastern Daylight Time NAllen

 
*** CASE CLOSE 03/28/2017 06:25 PM Eastern Daylight Time CMcFarlane
***Fire TREAD completed / AMcFarlane***
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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.

1 passenger <Number of passengers>

How many other passengers were in the vehicle?4.

Passenger front seat -  Age  <Passenger positions, names & ages>

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

No No

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

6.

 at 2:30 Pm <Date & time>

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

Yes <Time>

What time was 911 called?8.

Page 1 of 3



Sunny Dry Clear <Road & weather conditions>

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

 No

Were there any injuries (describe injuries)?10.

Driving on loop  Flames and Smoke from under driver seat pulled over and flames were coming from under 
the driver seat <Description of incident>

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

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

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

No  No

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

No No

Have there ever been any aftermarket accessories installed on the vehicle?14.

 <Location info>

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

No <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.
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San Angelo fire dept  <Name of fire department>

Which fire agency responded?17.

Yes <Fire report number>

What is the fire report number?18.

Vehicle is in a impound lot right now  <Vehicle location>

Where is the vehicle now?19.

no No

Have any repairs been completed?20.

Geico - unknown Yes <name, address, phone number of insurance company, policy # and claim #>

Was the insurance company contacted?21.

no No

Have you settled with the insurance company?22.

Customer wants to know why and how it could happen I dont want to have to pay for the vehicle and down payment 
assistance on another vehicle  <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.
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PE19-004 

KIA 

6/28/2019 

DEFECT C 

CA FILES 

FORTE KOUP 

 

2016 FORTE KOUP_CA 
REPORTS_ALLEGED DEFECT 

C_EXPANDED SCOPE 



 Kia Motors America 
Consumer Affairs Department

Page 1 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:

KNAFZ6A32G5
2016 FORTE KOUP

2,500
03/17/2016San Angelo TX TX133 Kelly Grimsley KIA

Complaint
Quality
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*** NOTES 05/12/2017 12:14 PM Eastern Daylight Time TWidener Action Type:Dealer contact
**DPSM Emailed**

 
*** NOTES 05/12/2017 12:15 PM Eastern Daylight Time TWidener Action Type:Dealer contact
**Call to Action**
1. Customer alleges vehicle caught fire under driver seat
2. Vehicle is currently in impound
3. DPSM emailed
4. Please contact custoemr with a resolution

 
*** PHONE LOG 05/12/2017 12:17 PM Eastern Daylight Time TWidener
Customer alleges 
1. vehicle caught fire under driver seat
2. It is a total loss 
3. It is at a impound lot
4. I would like assistance purchasing a new vehicle 
Wtr states
1. Apologzied
2. Advised will be 2/3 business days to be contacted 
Customer states
1. Ok Thank you

 
*** NOTES 05/12/2017 04:13 PM Eastern Daylight Time JJones Action Type:Internal

[!<For Internal Use Only
 ***Approved for Dispatch****>!]

***  05/15/2017 08:05:29 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup
***  05/15/2017 09:07:57 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Samuel Kim by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 05/17/2017 10:48:25 (GMT-07:00) Arizona and created by  Nicholas Koob ***
Cust Alleges
1. I was just wondering if anyone was going to be getting back in contact with me.
2. I was told 2-3 business days, and today is day 3.

Writ states
1. Apologized
2. I show this case has been dispatched to our National divison and they are reviewing it.
3. I'm afraid I don't have the authority to make any promises or guarantees.
4. What I can do is document your concerns, and our NCA will be made aware of it.

Cust alleges
1. My insurance settlement is not going well at this point.
2. I want to know what Kia would be able to offer me.
3. This was a brand new car, and I just want to break even on this.
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Writ states
1. I do understand.
2. I will document this for your NCR

Cust states
1. Thank you.

***  Phone - Call - Inbound created on 05/17/2017 13:54:58 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Yes sir, this is   about the 2016 Kia Forte Koup
2. If you could, please give me a call back at 
3. Thank you, bye, bye

***  Note - Others created on 05/17/2017 14:13:11 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
IAA Abilene, TX location in Hawley, TX. Stock number 

***  05/17/2017 14:18:24 (GMT-08:00) Pacific Time (US & Canada) ***
IAAPhotos_ pdf added by Samuel Kim on 05/17/2017 14:18:24

***  05/17/2017 14:18:40 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned
***  Phone - Call - Outbound created on 05/17/2017 16:01:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with  
Writer states:
1. Calling in regards to a 2016 Kia Forte
2. Apologized for the delay

Customer states:
1. I just purchased it on February 23, 2017, the car had been fine
2. I went to go pick up an employee of mine
3. On the way back, going loop  all of sudden white smoke started coming out from underneath the driver's 
seat
4. We pulled over, moved the seat the forward and flames started coming out from underneath the driver's seat
5. They took my car to a city impound lot, Home Motors Inc.
6. I declined medical attention

Writer states:
1. Apologized
2. Was your insurance company contacted?
3. What are you requesting from Kia?

Customer states:
1. I have filed a claim and turned the vehicle over
2. They're making an offer, but I don't agree with
3. They are not paying off the loan
4. They're offering me $3,500 less than the loan
5. I put down maybe about $2,000 on the car, I want to be made whole
6. I don't mind if I have to make payments on a new car, I just want to start back from square one
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2. I saw I had a missed call from you
3. Just giving you a call back
4. You can, please give me a call at 
5. Thank you

***  Phone - Call - Outbound created on 05/25/2017 13:22:07 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with  
Writer states:
1. Could you contact your dealership and see how much you would get back if you cancelled your extended 
warranty

Customer states:
1. The extended warranty was through Millennium
2. Say Geico does the settlement and I cancel the warranty and that takes care of the car
3. I'm still out the downpayment

Writer states:
1. I cannot promise you anything, but I would be more than happy to look into the possibly of some goodwill

Customer states:
1. I was excited to get that Forte Koup
2. Thank you

***  05/25/2017 13:29:48 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5/26 (Friday) and Sub Status of Assigned
***  05/30/2017 16:09:55 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5/30 (Tuesday) and Sub Status of Assigned
***  Phone - Call - Outbound created on 06/01/2017 11:10:06 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called customer and left message:
1. Requested call back
2. Left call back number

***  06/01/2017 11:10:30 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5/31 (Wednesday) and Sub Status of Assigned
***  06/01/2017 11:10:36 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/5 (Monday) and Sub Status of Assigned
***  Phone - Call - Inbound created on 06/01/2017 12:23:51 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bertha at Webb, Stokes & Sparks:
1. This message is for Samuel Kim
2. This is Bertha with the Law Firm of Webb, Stokes & Sparks
3. If you could please give me a call back, my numbers (325)653-6866
4. I would really appreciate it
5. This is reference to   on his Kia
6. It's a 2016 Kia For, I guess it's a Forte Koup
7. If you could please give me a call back, I would really appreciate it
8. Again, my name is Bertha and I'm with the Law Firm of Webb, Stokes & Sparks and my numbers 325653-6866
9. Thank you

***  Phone - Call - Outbound created on 06/01/2017 12:48:08 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Bertha (325)653-6866
Writer states:
1. I received a message requesting a return call back

Bertha states:
1. Mr.  came into our office in reference to his vehicle
2. He did explain that he had been speaking with you

Writer states:
1. Is your office representing Mr. 

Bertha states:
1. No, we're just doing a consultation for him
2. He just came in and talked to the attorney
3. I hadn't spoken to Geico yet
4. He said something to do with wiring under the seat
5. He still owes over $20,000 and the insurance was only offering to pay $17,000
6. He did mention you wanted to give him a discount and a warranty
7. He said he didn't have any credit

Writer states:
1. There is no open recall on this vehicle at this time
2. Kia does not have any reason to believe Mr.  loss is due to a manufacturing defect at this time
3. Kia would be more than happy to consider some goodwill in the form of an extended warranty if the customer 
decides to purchase a new Kia for customer satisfaction

Bertha states:
1. I will let the attorney know I spoke with you
2. He wants another Kia
3. I know he had some slight minor burns
4. Can I have a fax number and mailing address

Writer states:
1. Sure, gave fax number and mailing address

***  Fax - Fax Received created on 06/01/2017 17:22:25 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Received Letter of Representation from the Law Firm of Webb, Stokes & Sparks

***  06/01/2017 17:24:02 (GMT-08:00) Pacific Time (US & Canada) ***
 6.11.17.PDF added by Samuel Kim on 06/01/2017 17:24:01

***  Phone - Call - Outbound created on 06/02/2017 13:57:20 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Attorney Guy Choate (325)653-6866
Writer states:
1. We received a Letter of Representation from your office yesterday
2. Kia is not making a settlement offer at this time

Attorney states:
1. You're not going to be able to go to Federal Court, your headquarters is in Korea
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2. I will sue, a brand new car burned up
3. I dont care if you call it warranty or product liability

Writer states:
1. Kia has no reason to believe Mr.  loss is due to a manufacturing concern at this time
2. If Mr.  is interested in purchasing a new Kia, Kia would be more than happy to offer a Friends & Family 
discount and an extended warranty contract for customer satisfaction

Attorney states:
1. I'll ask him to go to the dealership and pick out a car

***  Email - External Email Sent created on 06/02/2017 14:24:48 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Attorney Guy Choate at the Law Firm of Webb, Stokes & Sparks (gdchoato@webbstokessparks.com)
Dear Mr. Choate,

I spoke with the General Manager Charles Spearmen over at Kelly Grimsley Kia. I’ve advised Mr. Spearman that 
Mr.  will be in contact with him. Mr. Spearman has also advised me that if Mr.  decides to cancel 
his extended service contract, he should be able to receive a pro-rated refund.

Per our conversation, attached you will find a Friends & Family PIN Certificate that can be used at any participating 
Kia dealership towards the purchase of a new car. This code is one-time use only and expires on 7/2/2017. In 
addition, Kia would be more than happy to issue your client an extended service contract similar to the one he 
purchased on the original vehicle as a one-time, goodwill from Kia Motors America, Inc. for customer satisfaction. If 
Mr.  decides to purchase a new Kia, please advise him NOT to purchase an extended warranty contract 
as that will be issued from Kia headquarters.

If you have any additional questions or concerns, please feel free to contact me.

***  06/02/2017 14:27:01 (GMT-08:00) Pacific Time (US & Canada) ***
Friends&FamilyCertificate_ pdf added by Samuel Kim on 06/02/2017 14:27:01

***  06/02/2017 14:30:43 (GMT-08:00) Pacific Time (US & Canada) ***
Buyer'sOrder_ pdf added by Samuel Kim on 06/02/2017 14:30:43

***  Email - External Email Received created on 06/02/2017 14:40:13 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Attorney Guy Choate at the Law Firm of Webb, Stokes & Sparks 
(gdchoato@webbstokessparks.com)
Thanks 

We are starting the process.

***  06/06/2017 11:15:24 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/06 (Tuesday) and Sub Status of Assigned

***  06/06/2017 16:27:27 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/07 (Wednesday) and Sub Status of Assigned

***  06/09/2017 11:27:41 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/12 (Monday) and Sub Status of Assigned
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***  Email - External Email Received created on 06/09/2017 11:28:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from General Manager Charles Spearman at dealer TX133 (charles@kellygrimsley.com) and CC'd 
to DSM MTaylor:
Mr.  phoned me today and we have an appointment for this Saturday 

Charles Spearman-GM
Kelly Grimsley Kia
San Angelo, Texas

***  06/13/2017 15:57:51 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/13 (Tuesday) and Sub Status of Assigned

***  06/13/2017 16:13:34 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/15 (Thursday) and Sub Status of Assigned

***  Email - External Email Received created on 06/13/2017 16:13:52 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from General Manager Charles Spearman at dealer TX133 (charles@kellygrimsley.com)
He came in, but do to his adverse credit issues the only lender that would finance him had an $1800 fee which I 
could not afford to eat. He did not like the fact that I could not due invoice and eat that large fee. He said he would 
get back to us.

***  06/14/2017 12:14:05 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/14 (Wednesday) and Sub Status of Assigned

***  06/15/2017 11:29:24 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/15 (Thursday) and Sub Status of Assigned

***  Phone - Call - Outbound created on 06/16/2017 12:45:43 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Attorney Guy Choate (325)653-6866
Writer states:
1. The dealership was only able to find one lender who would be willing to finance Mr.  with a $1,800 fee
2. If Mr.  still wishes to purchase a new Kia, Kia would be more than happy to offer a Friends & Family 
discount and a goodwill in the amount of $1,800 for customer satisfaction

Attorney states:
1. Let me run that by him

***  06/16/2017 14:49:51 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/23 (Friday) and Sub Status of Assigned

***  Phone - Call - Inbound created on 06/16/2017 14:50:19 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bertha at Law Firm of Webb, Stokes & Sparks:
1. This is Bertha at Webb, Stokes & Sparks
2. Calling in reference to  
3. I know you had spoken to Mr.  and I needed to speak to you in reference to the file
4. So if you can call me back (325)653-6866
5. Thank you sir
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***  Phone - Call - Outbound created on 06/19/2017 11:05:14 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Bianca (325)653-6866
Writer states:
1. I received a message from Bertha requesting a call back
2. Thank you

Bianca states:
1. She won't be in until tomorrow
2. I will have her call you back first thing tomorrow

***  06/19/2017 11:06:21 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/19 (Monday) and Sub Status of Assigned

***  Phone - Call - Inbound created on 06/20/2017 10:30:55 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bertha at Law Firm of Webb, Stokes & Sparks:
1. This is Bertha with the Law Firm of Webb, Stokes & Sparks
2. If you could please give me a call, my numbers (325)653-6866
3. This is in reference to  
4. Thank you sir

***  Phone - Call - Outbound created on 06/20/2017 11:09:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Bianca (325)653-6866
Writer states:
1. Requested to speak with Bertha
2. Thank you

Bianca states:
1. She got really sick this afternoon
2. I will have her give you a call back

***  06/23/2017 16:46:48 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/22 (Thursday) and Sub Status of Assigned

***  Phone - Call - Inbound created on 06/23/2017 16:47:00 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bertha at Law Firm of Webb, Stokes & Sparks:
1. It's Bertha at Webb, Stokes & Sparks
2. Calling in reference to the   case
3. Can you please give me a call back
4. My numbers (325)653-6866
5. Thank you sir

***  Phone - Call - Outbound created on 06/26/2017 12:10:41 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Bertha (325)653-6866
Writer states:
1. I received your message

Bertha states:
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1.  went and he looked at a vehicle that he wanted and was not happy with the figure that they gave him
2. They never disclosed what the discount he was going to 3. 3. But his biggest worry is Mr.  had to go ou  
of town and the Friends & Family discount expires on July 2nd

Writer states:
1. It is my understanding Mr.  does not have credit history
2. The dealership would be able to provide exact cost
3. I would be more than happy to re-issue the Friends & Family discount once the previous one expires

Bertha states:
1. My email is burteaga@webbstokessparks.com
2. I'll call him to let him know to not worry about the expiration
3. Thank you

***  06/26/2017 12:15:26 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/26 (Monday) and Sub Status of Assigned

***  Note - Others created on 06/30/2017 17:46:09 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
TREAD review complete

***  07/05/2017 11:12:29 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 6/30 (Friday) and Sub Status of Assigned

***  07/06/2017 13:13:52 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 7/05 (Wednesday) and Sub Status of Assigned

***  07/10/2017 16:53:46 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 7/10 (Monday) and Sub Status of Assigned

***  Phone - Call - Inbound created on 07/26/2017 10:40:14 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bianca at Law Firm of Webb, Stokes & Sparks:
1. This is Bianca with the Law Firm of Webb, Stokes and Sparks
2. I'm calling you on our client  
3. If you can call me back at (325)653-6866
4. They,  had mentioned that he had gone to the dealership and that they are not willing to work with him in 
regards to the information
5. I guess that he'd spoke with about the manager about them, I guess putting up front the $1,800 processing fee 
and then also still giving him the Friends & Family discount
6. If you can call me back at (325)653-6866
7. I'd appreciate it, thank you

***  Phone - Call - Outbound created on 07/26/2017 10:44:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and left message for Bianca (325)653-6866
1. Requested call back
2. Left call back number

***  07/26/2017 10:45:10 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 7/26 (Wednesday) and Sub Status of Assigned
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1. I received a message from Bertha requesting a call back
2. Thank you

Jennifer states:
1. She is upfront with client
2. I will give her the message
3. We appreciate you guys taking care of him

***  Phone - Call - Inbound created on 08/07/2017 14:55:34 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from Bertha at Law Firm of Webb, Stokes & Sparks:
1. It's Bertha at Webb, Stokes & Sparks
2. I was calling because I just got a call from Mr. 
3. He stated that he has come to an agreement with Mr. Spearman in reference to the vehicle that he wants
4. But he is wanting you to contact Mr. Spearman to let him know to go ahead and cut that check for $1,800
5. Mr.  was going to use part of that money as a down payment but was not allowed to because he said 
that you had to contact them to give the okay to cut the check
6. So if you can call Mr. Spearman or call me back once it's done just to let me know that it's okay for them to do 
that, that would be greatly appreciated
7. Again, they have come to an agreement for the vehicle that he wants and they are just needing to get an 
approval to issue the check, the $1,800 check for that processing fee that was waived
8. So if you could call me back, that would be greatly appreciated
9. The numbers (325)653-6866
10. Thank you

***  Phone - Call - Outbound created on 08/07/2017 14:57:58 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called the Law Firm of Webb, Stokes & Sparks and spoke with Bertha (325)653-6866
Writer states:
1. Apologized for the phone tag
2. I will expedite this as soon as possible

Bertha states:
1. He's really tight on money because he used his paycheck to make the downpayment
2. His mom loaned him a little more to put the $1,000
3. If you want to go ahead and mail the check to us
4. I'll let him know

***  08/08/2017 11:02:14 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 8/7 (Monday) and Sub Status of Assigned

***  08/08/2017 13:21:06 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 8/10 (Thursday) and Sub Status of Assigned

***  08/08/2017 16:23:08 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  08/09/2017 09:00:51 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  08/09/2017 16:06:50 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved
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***  Letter - Letter Sent created on 08/11/2017 15:54:04 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Sent goodwill check to attorney via Fedex. Tracking number 

***  Email - External Email Received created on 08/14/2017 13:01:30 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Legal Assistant Bertha Urteaga at the Law Firm of Webb, Stokes & Sparks 
(burteaga@webbstokessparks.com)
Perfect. 

Thank you so very much for your attention in this matter. 

Bertha A.Urteaga
Legal Assistant 
Webb, Stokes & Sparks
P. O. Box 1271
San Angelo, TX  76902
(325)653-6866
(325)655-1250 (fax)
e-mail: burteaga@webbstokessparks.com

***  08/14/2017 13:02:58 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Goodwill Issued
[Resolution Summary]
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Consumer Assistance Center Case Report

Printed By: JMoore Case Number -  06/28/2013 10:57:57 AM 

Case Details

Title:  cust alleges veh w ld not shut off with key out and  fire in fuse box airbag dep 

VIN: KNAFU6A20C5  Mileage: 35000 Status:  Working 

Year:2012 Model:FORTE KOUP 

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

Owner:  Jeremy  Owner Email:  JMoore@kiausa.com 

Case Type Level1:  Complaint

Case Type Level2:  Quality

Case Type Level3:  Product Liability

Case Type Level4:  Fire/Explosion

Contact Details 

Name:    

Phone:  Alt Phone:  Fax:  

Address1:   

Address2:  

City:  Mcdonough State:  GA Zip:   
Email:  

Dealer Details 

Code:  GA083 

Name:  Rick Case Kia 

Case History

*** PHONE LOG 06/24/2013 07:39:39 AM (Local Time) DLyons Action Type: Outgoing call 
Writer called dealeship, Rick Case Kia, to speak to service manager: Jeff  
1 Calling to provide case # for customer vehicle 
2. Recommend that your DPSM involved with this vehicle 

Jeff states: 
1. It came in the shop in the parking lot for tow in 
2. Complaint that the vehicle ran hot, vehicle was shut off, key out of the ignition  
3. It was going from 2-8K RPM's and cust was stating that the vehicle was shifting but make noise 
4. The noise made noise when RPM's were really high - cust is shifting 
5. We got the vhelcie in for low voltage codes, we cleared the codes and requested that the customer do test drive with the dealer- we did battery test 
and everything returned negative  
6. Cust stated no time, not able to do a test drive with the deaer,  then called us back to tell us that the vehicle was on fire.  
7. The vehicle was towed in the second time on 6/20/2013 - an hour after release of the vehicle 
8. 6/20/2013 RO#   miles: 35857  
9. We have not touched the vehicle, working off of same RO. 
10. DPSM has been contacted, no further instructions.  

Writer requested to be connected to Service Manager, Charles:  
1. Calling to get any further details from the vehicle returning to the dealer for fire. 

Charles states: 
1. We spoke to DPSM who requested e mail with everyting going on 
2. E amil was sent ot DPSM on Friday, 6/21/2013  
3. The fire was in the fuse panel in the left of dash - there was an electrical fire - no other damage to the interior of the vehicle 
4. The battery cables removed and four hours later, the air bag had deployed on the passenger side and broke the windshield, and was towed back to 
us on Friday.  

Writer thanked Charles for the information. 
[!<For Internal Use Only:  
 >!] 
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Case History
*** PHONE LOG 06/24/2013 07:40:04 AM (Local Time) DLyons Action Type:  
cust states: 
Lisa  - mother - co buyer  
1. in 11 purhcased 12  Forte for my daughter 
2. It has 35k miles on it, took to the dealer because it would not shut off, her key was in her had 
3. The car kept running and racing, and RSA towed to the dealer 
4. The dealer called her the next morning and said to come and get the vehicle 
5. The airbag light was on 
6. On lunch she went to pickup the vehicle, and was advised that the dealer wanted to do a test drive 
7. But she could not do that, same day 
8. Cust takes the vehilce back to work, and the same thing happened, the vehicle would not shut off and the key was in her had 
9. It melted the fuse box in the vehilce, there was an electrical fire, the fire department put out the vehilce 
10. Cust called the dealer, rick case and no one answered the phone.  
11. We don't know who to call, insurance company or the dealer. 
12. The airbag also deployed and cracked the windshield - the customer had disconnected the airbag  
13. I will never drive this vehicle again, it could have killed her, we do not want this vehicle back 
14. Cust is requesting a new vehicle.  
15. The service manager called me on saturday and made it sound like it was my fault that this happened 

Writer advised: 
1. Apologized 
2. Will need to get further information from customer - took accident report  
3. Apologized for the inconvenience  
4. Will be involving further personnel to reveiw cust case today  
5. Provided address for KMA, requested fire report, pics front rear and side veiws, provided case#  
6. Will get this information to the office who handles these concerns 
7. Updated cust info, no previous cases, no sc  
[!<For Internal Use Only:  
 >!] 

*** NOTES 06/24/2013 07:42:19 AM (Local Time) DLyons Action Type: Manager review 
Reveiwed case with TM APM, send to nca 
[!<For Internal Use Only:  
 >!] 

*** NOTES 06/24/2013 07:43:34 AM (Local Time) DLyons Action Type: Manager review 
Forwarding case to NCA: 
1. Cust states vehicle caught fire in the dash fuse panel 
2. Cust no longer wants the vehicle - cust was advised to contact insurance company 
3. Vehicle is at GA083, Rick Case Kia, DPSM is involved 
4. Please reveiw case to determine what action is needed.  
[!<For Internal Use Only:  
 >!] 

*** CASE DISPATCHED 06/24/2013 07:46:21 AM (Local Time) DLyons 
from WIP OPEN CASE to Queue National CA. 

*** CASE ACCEPTED 06/24/2013 11:35:09 AM (Local Time) JMoore 
from Queue National CA to WIP default. 

*** PHONE LOG 06/26/2013 10:35:39 AM (Local Time) JMoore Action Type: Outgoing call 
Writer states: 
1. Called and left message for Charles at dealer 
2. Requested callback 
[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 06/26/2013 10:41:57 AM (Local Time) JMoore Action Type: Outgoing call 
Writer states: 
1. Attempted to contact customer at number on file 
2. Message states mailbox is full and hangs up 
[!<For Internal Use Only:  
 >!] 

*** CASE PRIORITY CHANGED 06/26/2013 10:42:08 AM (Local Time) JMoore 
from priority Non-Priority to priority Management Special 

*** PHONE LOG 06/26/2013 11:09:34 AM (Local Time) JMoore Action Type: Incoming call 
Writer states: 
1. Received call from Charles at dealer 

Charles states: 
1. The vehicle was brought in for air bag light, running with no key in the ignition, and harsh shifting from 1st to 2nd gear 
2. We could not duplicate any concerns and found a low voltage code for the air bags 
3. The daughter  picked it up and then less than an hour later called and said it was on fire 
4. I was expecting it to be engulfed in flames but it was just a minor electrical fire in the fuse box
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Case History
5. And then at some point the passenger air bag deployed and busted the windshield 

Writer states: 
1. Requested photos to be emailed 
2. Do you have a better contact number? 

Charles states: 
1. The mother  
2. They apparently do not speak to each other, I have to call them both every time 
3. They do not want the car back 

[!<For Internal Use Only:  
 >!] 

*** PHONE LOG 06/26/2013 11:13:44 AM (Local Time) JMoore Action Type: Outgoing call 
Writer states: 
1. Called and left message for   
2. Informed that case had been escalated to NCA and writer would serve as case manager 
3. Informed that dealer was currently providing photos for review and writer would be following up after that 
4. Provided contact number 
[!<For Internal Use Only:  
 >!] 

*** CASE PRIORITY CHANGED 06/26/2013 11:14:18 AM (Local Time) JMoore 
from priority Management Special to priority Non-Priority 

*** NOTES 06/26/2013 02:19:41 PM (Local Time) JMoore Action Type: Manager review 
Writer states: 
1. Received photos from dealer 
2. Scanned and attached to case 
[!<For Internal Use Only:  
 >!] 

*** NOTES 06/26/2013 02:21:22 PM (Local Time) JMoore Action Type: Manager review 
Writer states: 
1. Received photos from dealer 
2. Scanned and attached to case 
[!<For Internal Use Only:  
 >!] 

Attachments to Case:
File Name Location

Photos.pdf \\copubs\ClarifyObj\CA_Attachments\ Photos.pdf

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

6/28/2019 

DEFECT C 

CA FILES 

OPITIMA 

 

2016 OPTIMA_ACCIDENT 
SCRIPTS_ALLEGED DEFECT 

C_EXPANDED SCOPE 



Accident Report
Case

Report Details

  <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

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

Who Was Driving the Vehicle and how many passengers were there, if any?2.

 No

Do You Own the Vehicle?3.

 <Driver's Age>

What is the Age of the Driver?4.

/16 - 9:30am apprx <DATE> and <TIME>

What Was the Date and Time of the Accident?5.

NA <ROAD & WEATHER CONDITIONS>

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

Veh was parked and off. <VEHICLE SPEED>

What Speed was the Vehicle Traveling?7.

Cust  States
1.The veh parked in front was a .
2. It was the neighbors  Yes,  <Document Vehicle Information>

Were any Other Vehicles Involved in the Accident?8.
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Cust states:
1.I was outside and punched the window out because the fire was inside.
2. The fire was in the center console and nothing would unlock so I punched the window Yes, <Describe Injuries>

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.

 <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.

NA <Officer Name, Department, Badge>

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

NA <POLICE REPORT NUMBER>

What is the Police Report Number?15.

AAA insurance 
3333 Fairview RD 
Costa Mesa, CA 
800.672.5246
 Yes, <Name, Address, and Phone of Insurance Company, Policy #, and Claim #>

Was the Insurance Company Contacted?16.
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 No

Have You Settled With the Insurance Company?17.

 Towed

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

Cust states:
1. Its my Aunts house...  Whittier, CA  <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 No

Were Parties Wearing Seatbelts?21.

 No

Did the Airbag(s) Deploy?22.

 No

Was Airbag Light on prior to accident?23.

Cust states:
1. To notifiy kia 
2. To see if there is any recalls
3. To investigate further.
4. Had we been driving we would have burnt.
 <RESOLUTION SOUGHT>

What action are you requesting of Kia?24.
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 Yes

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

 

/ Neptune, NJ  <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

/ Neptune, NJ 
4. Passenger- Customer's grandson  <Provide Driver's Name, Address, and Phone>

Who Was Driving the Vehicle and how many passengers were there, if any?2.

 No

Do You Own the Vehicle?3.

 years old <Driver's Age>

What is the Age of the Driver?4.

.  <DATE> and <TIME>

What Was the Date and Time of the Accident?5.

NA  <ROAD & WEATHER CONDITIONS>

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

55 MPH when cust realized there was burn hole in door panel.  <VEHICLE SPEED>

What Speed was the Vehicle Traveling?7.
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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.

Cust states:
On Saturday /16), my husband ) was driving in veh and my daughter was a passenger. My daughter 
mentioned a burning smell in the veh but my husband could not smell. On Sunday 16), I was driving with my 
grandson in the veh. Was only about 2 miles away from home and was on Parkway. As I looked to the 
right to passenger side door, noticed there was a burn mark on the lower middle part of panel. Got off on next exit  
and went staright home. Opened the trunk and doors and there was a terrible burning smell. I drove the veh to NJ057 
on Monday 16). The passenger and passenger rear window will not open and veh has been at dlr for one week. 
  <INCLUDE street names, location, all vehicles involved, what part of the vehicles were damaged>

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

 No

Were the Police Contacted?13.

 No

Was the Insurance Company Contacted?16.

 Driven

Was the Vehicle Driven or Towed From the Scene?18.
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1. Gateway Kia of North Brunswick
2. (732) 325-6100
3. 720 U.S. Route 1 North/ North Brunswick/ NJ, 08902 <VEHICLE LOCATION>

Where is the Vehicle Now?19.

 No

Have Any Repairs Been Completed?20.

 Yes

Were Parties Wearing Seatbelts?21.

 No

Did the Airbag(s) Deploy?22.

 No

Was Airbag Light on prior to accident?23.

Cust states:
1. Would like different a car or to see what will be done with this veh.  <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.

Accident Report
Case

Report Details
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Accident Report
Case

Report Details

 

A-1) Who owns the vehicle?

CAR WAS PARKED NO DRIVER CUSTOMER IN CLASS

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

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

NONE

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

N/A

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

NO

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

/2018 11:14:00

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

just the charger port was damaged

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

B-2) What time was 911 called?

NORMAL

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

NONE

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

Customer was in class when she arrived back at vehicle found the radio area on fire was able to put out with water

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?

Transmission work completed on 03/03

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?

Pike & Huron

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

N/A

C-1) Which fire agency responded?
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N/A

C-2) What is the fire report number?

Summit Place Kia

D-1) Where is the vehicle now?

Not yet

D-2) Have any repairs been completed?

no

D-3) Was the insurance company contacted?

N/A

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

To fix issue and make sure there are no electrical issues in car that would cause another fire

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

Accident Report
Case

Report Details
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Accident Report
Case

Report Details

 

A-1) Who owns the vehicle?

Accident Report
Case

Report Details
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 Kia Motors America 
Consumer Affairs Department

Page 1 of 3

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:

5XXGT4L34GG
2016 OPTIMA

52,000
11/11/2015Auburn Hills MI MI024 Summit Place KIA

Complaint
Quality

Product Liability
Fire/Explosion

Case History

***  03/13/2018 11:12:01  ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 03/13/2018 11:09:50  and created by  Dianne Clark ***
Customer states 
1- car caught on fire 
2- was told it was due to a cigarette ash
3- first the transmission went out just got back
on 03/03/18 
4- fire happened on the 8th.
5- fills unsafe for herself and her  yr old daughter
6- wants to know how to get kia to buy back car if possible 

Wrtr 
1- Refer to WICM 
2- advised will call dlr 
3- will escalate case due to buy back request 
4- gave case # 

Customer states 
1- thank you 

***  Note - Others commitment created on 03/13/2018 12:16:55  with Commitment Date 03/14/2018 and created by  
Dianne Clark ***

***  03/16/2018 16:21:20  ***
Case moved into WIPBin Call Dealer and Sub Status of Working

***  Phone - Call - Inbound created on 03/28/2018 15:29:41 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Aimee McFarlane ***

<For Internal Use Only 
Fire Tread complete - AM>

***  Note - Others commitment created on 03/13/2018 12:16:55  with Commitment Date 03/14/2018 and created by  
Dianne Clark ***
Called customer 
wrtr 
1- greeting 
2-  just wanted to follow up with you 

Customer 
1- I'm glad you did 
2- I no longer want to do the buy back 
3- my dad said it is a good car
4- I love my car 

Wrtr
1- great 





 Kia Motors America 
Consumer Affairs Department

Page 3 of 3

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:

5XXGT4L34GG
2016 OPTIMA

52,000
11/11/2015Auburn Hills MI MI024 Summit Place KIA

Complaint
Quality

Product Liability
Fire/Explosion

Accepted from Queue Central Region ECR to WIPBin default-1 by Randy Chacon

***  03/30/2018 06:33:03 (GMT-07:00) Arizona ***
Assigned to WIPBin 00: INBOX of Albert Judson by Randy Chacon
Reason: 

***  03/30/2018 07:26:18  ***
Dispatched from WIPBin = Default to Queue National CA by Dianne Clark
Reason: 

***  03/30/2018 07:47:00 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  03/30/2018 08:13:41 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 24/24 of Samuel Kim by Jeff Stroup
Reason: 

***  03/30/2018 13:43:36 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

***  04/02/2018 15:02:21 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 4/2 (Monday) and Sub Status of Assigned

***  Phone - Call - Outbound created on 04/02/2018 15:04:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with  
Writer states:
1. Calling in regards to a 2016 Kia Optima

Customer states:
1. I went into class, when I closed my car it happened to be fine
2. I smelled something burning but I thought it was the outside air
3. When I got back, the front console where you can plug your phone in was melted and it was on fire
4. I poured some water on it and was able to put it out
5. I took it to the dealership the next day and they said it was ash that caused fire

Writer states:
1. Was there anything plugged in there?
2. Requested photos
3. Gave customer email address
4. Once received, I will get it reviewed and follow up with you

Customer states:
1. I did have a little charger plugged in there, it's burnt
2. I know it wasn't the ash that did that
3. I'm going in fear my car will catch on fire again
4. It still smell likes it's burning inside my car
5. Okay, thank you

***  04/19/2018 16:22:21 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Closing case pending further customer contact.



 Kia Motors America 
Consumer Affairs Department

Page 1 of 5

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

5XXGU4L37GG
2016 OPTIMA

30,000
06/02/2016Albany NY NY120 Destination KIA

Complaint
Service

Diagnosis
Poor Diagnosis

Case History

***  09/24/2018 09:52:06 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 09/24/2018 10:23:38 (GMT-07:00) Arizona and created by  Debra Rustin ***
Customer states
1.told me to call back
2.dlr never kept my car
3.a lot of electrical issues
4.its unsafe to drive

Writer states 
1.Apologized 
2.where is vehicle now?

Customer states
1.im in line at service department now
2.guy who i spoke with said to go back to the dlr
3.said to put the dlr on the phone with us
4.tell them to keep my car
5.its been here so many times

Writer states 
1.they can ever find the issue?

Customer states
1.no, it does it when it wants to 
2.put a new fuel pump in it
3.when i go up street with gps on
4.it did a 180 on the screen
5.shows me going backwards
6.route wont close unless you push it 3-4 times
7.its all electrical stuff
8.also transmission makes a thump when it downshifts
9.thats why they told me to bring it back and make them keep it
10.could be leading to something serious

Writer states 
1.so your going to leave it there today?

Customer states
1.yes
2.your suppose to tell them they have to keep it

Writer states 
1.what is biggest concern?

Customer states
1.engine is shaking

writer states
1.can you put dlr on the phone?



 Kia Motors America 
Consumer Affairs Department

Page 2 of 5

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

5XXGU4L37GG
2016 OPTIMA

30,000
06/02/2016Albany NY NY120 Destination KIA

Complaint
Service

Diagnosis
Poor Diagnosis

NY120/Adam
1.were going to have to open another techline case for this

NY120/Adam
1.ok

writer states to customer
1.they are going to open a techline case today

Customer states
1.ok, thanks

***  Phone - Call - Inbound created on 09/24/2018 09:44:25 (GMT-07:00) Arizona and created by  Chistopher Davis 
***
Customer states:
1.Car has been going to shop multiple times over the years 
2.Sunroof concerns and tail light keeps going on by itself 
3.Dealer has not been able to fix or duplicate issue 
4.Tail light mainly will remain on when it is raining 

Writer states:
1.Apologized 
2.Vehicle will need to go back to dealer for diagnoses
3.Dealer does need to duplicate concerns in order to make any repairs 
4.Please contact us back once vehicle at dealer so we can follow up 
5.Provided case #

Customer states:
1.Okay thanks

***  09/24/2018 10:32:44 (GMT-07:00) Arizona ***
Closed by Chistopher Davis with Resolution Code : Referred to Dlr
[Resolution Summary]

***  10/05/2018 12:49:49  ***
Reopened by CHRISTOPHER VANBUREN with Sub Status of Working

***  Phone - Call - Inbound created on 10/05/2018 12:55:08  and created by  CHRISTOPHER VANBUREN ***
Customer States
1) They are saying I cause the smoke issue because I had something plugged into the fusebox
2) They charged me $235.
3) They supposedly fixed the wires and it's still not fixed.

WRT States
1) Apologized

Customer States
1) There have been so many problems.
2) The vehicle has a lot of electrical issues.







 Kia Motors America 
Consumer Affairs Department

Page 5 of 5

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

5XXGU4L37GG
2016 OPTIMA

30,000
06/02/2016Albany NY NY120 Destination KIA

Complaint
Service

Diagnosis
Poor Diagnosis

***  10/26/2018 07:30:39 (GMT-07:00) Arizona ***
Closed by Trevor Clay with Resolution Code : Referred to Dlr
[Resolution Summary]



 Kia Motors America 
Consumer Affairs Department

Page 1 of 2

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:

5XXGU4L38GG
2016 OPTIMA

23,164
10/22/2015Clarksville TN TN047 Wyatt Johnson KIA

Complaint
Quality

Air Conditioning
A/C Device Operation

Case History

Dealer : Wyatt Johnson KIA
Technician : Gordon Key
Service Manager : JOSHUA GRIFFY
Dealer Phone : 
DPSM : June Sifford
Vehicle Model : OPTIMA EX 4CYL AUTO
Model Year : 2016
Mileage : 23164
Initial comments by Technician found in TL Case #  : 
----------------------------------------------------------

[Problem Description]
CS that the fan is not blowing any air - hot or cold.

[Diagnostics Performed]
Confirmed that the fuses were good.  Voltage to the blower motor was confirmed, however, when manipulating the 
fan speed at the control head it was noticed that resistance did not change.  I replaced the MOSFET due to the lack 
of change in the resistance values.  Fan remained inop.  After removing the combination fuse it was noticed that 
one of the legs was burned with plastic having melted from the fuse box.  No DTCs were/are present.

*** Assigned to WIPBin Inbox of Angel Soto on 12/06/2018 07:06:23 (PST)
***  12/12/2018 10:29:39 (GMT-07:00) Arizona ***
Dispatched from WIPBin = Inbox to Queue Service Alert / Techline by Angel Soto
Reason: 

***  12/26/2018 17:03:01 (GMT-05:00) Eastern Time (US & Canada) ***
Accepted from Queue Service Alert / Techline to WIPBin Inbox by Ashley Lewis

***  12/26/2018 17:15:28 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin Inbox to Queue ZZ Kelsey Peace by Ashley Lewis

***  12/27/2018 11:07:55  ***
Accepted from Queue ZZ Kelsey Peace to WIPBin Inbox by Kelsey Peace

***  Phone - Call - Outbound created on 12/31/2018 11:30:28  and created by  Kelsey Peace ***
Wrt called customer @  

Wrt States:
1. Introduces self
2. Advised KCAC is calling to follow up on your recent vehicle concerns
3. Please give us a call back if you have any questions

Customer States:
1.  Yes, everything was repaired and taken care of
2. I have my vehicle back
3. Thank you

Wrt States:
1. You’re welcome, that is great to hear
2. Have a great day



 Kia Motors America 
Consumer Affairs Department

Page 2 of 2

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:

5XXGU4L38GG
2016 OPTIMA

23,164
10/22/2015Clarksville TN TN047 Wyatt Johnson KIA

Complaint
Quality

Air Conditioning
A/C Device Operation

***  12/31/2018 11:32:02  ***
Closed by Kelsey Peace with Resolution Code : Repaired at Dlr
[Resolution Summary]



 Kia Motors America 
Consumer Affairs Department

Page 1 of 3

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:

5XXGU4L34GG
2016 OPTIMA

40,149
08/19/2016Spartanburg SC SC034 Benson KIA

Complaint
Quality

Exterior
Outside Mirror

Case History

***  01/28/2019 13:27:04 (GMT-07:00) Arizona ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 01/28/2019 13:24:35 (GMT-07:00) Arizona and created by  Yeimy Armenta 
***
cust states:
1 went to dealer
2 there is bulging on the out side mirror
3 not sure what it is
4 it just pop up is kind of weird
5 dealer said that is not cover
6 this just happen 
7 was told to call you

writer states:
1 apologize
2 was the mirror hit?

cust states:
1 no, it looks like something the sun did but is weird
2 looks like melted not sure if the paint bubbled up or if it's the actual piece of the plastic that melted

writer states:
1 apologize
2 would need to talk to dealer to gather more details and look into it
3 if can please allow a couple of days to follow up

cust states:
1 Thank you

***  Phone - Call - Outbound commitment created on 01/29/2019 06:14:49 (GMT-07:00) Arizona with Commitment 
Date 01/30/2019 and created by  Yeimy Armenta ***

***  Phone - Call - Outbound commitment fulfilled on 01/30/2019 14:06:26 (GMT-07:00) Arizona with Commitment 
Date 01/30/2019 closed by  Yeimy Armenta ***
writer states:
1 called dealer SC034
2 sp[oke with Brent service adviser
3 request RO info

Brent states:
1 i didn't wrote an RO for it
2 advice cust OOW since out of paint 3/36k 

writer states:
1 cust advice that plastic on outside mirror was damaged

Brent states:
1 the mirror plastic is fine
2 is just the paint bubbling like if something burn it but not sure
3 have never seen something like that
4 refer cust to you since he wasn't agreeing with being OOW
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writer states:
1 understand
2 was DPSM contacted to see if assistance can be provided?
3 what is the cost for repair  cust/ warranty rate?

Brent states:
1 didn't contact DPSM
2 563. plus tax CUST/ 465. Tax WARRANTY
3 Cust does service at the dealer 

writer states:
1 Thank you

*** Case  is sent on 1/30/2019 13:8:30 by Yeimy Armenta 
To: pgianmoena@kiausa.com 
Cc: yarmenta@kiaconsumeraffairs.com 
Title: ACTION REQUIRED - Goodwill (Out of Warranty) :SC034,  

***  Phone - Call - Outbound commitment created on 01/30/2019 14:09:22 (GMT-07:00) Arizona with Commitment 
Date 02/04/2019 and created by  Yeimy Armenta ***

***  Phone - Call - Outbound commitment fulfilled on 02/02/2019 06:37:29 (GMT-07:00) Arizona with Commitment 
Date 02/04/2019 closed by  Yeimy Armenta ***
writer states:
1 received response from DPSM

DPSM states:
1 talked to dealer 
2 have agreed to cover repair of outside mirror 1x GW for repaint

***  Phone - Call - Outbound created on 02/01/2019 12:39:18 (GMT-07:00) Arizona and created by  Yeimy Armenta 
***
writer states:
1 called cust
2 calling to advise of DPSM decision
3 has agree to cover 1x gw for mirror repaint
4 dealer aware
5 can setup appt 

cust states:
1 will call dealer when ready
2 thank you

***  02/02/2019 06:38:28 (GMT-07:00) Arizona ***
Closed by Yeimy Armenta with Resolution Code : Referred to Dlr
[Resolution Summary]

***  02/25/2019 18:49:36 (GMT-07:00) Arizona ***
Reopened by Brenda Hernandez with Sub Status of Working
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***  Phone - Call - Inbound created on 02/25/2019 18:49:40 (GMT-07:00) Arizona and created by  Brenda 
Hernandez ***
Fire tread completed

***  02/25/2019 18:50:02 (GMT-07:00) Arizona ***
Closed by Brenda Hernandez with Resolution Code : Referred to Dlr
[Resolution Summary]
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Dealer Code/Selling Dealer (Y or N): GA093/GA093
Original Owner (Y or N):  Y 
What is current Customer Request  (if needed): to take care of engine noise, sunroof rattling, reservoir leaking, 
speakers not working 
If HEV vehicle, is dealer HEV certified  (if needed): N/A 

 
*** NOTES 06/01/2016 07:58 AM US Mountain Daylight Time DLyons Action Type:Dealer contact
Writer called dealership, Nalley Kia, to speak to service:
1. Calling to determine if customer's vehicle was returned 

Jed Sevice Manager:
1. The dealer had to call the police to remove the customer from the dealer
2. The dealer was not able to duplicate any concerns on test drive and found no codes.

Writer thanked Jed for the information. 

 
*** PHONE LOG 06/01/2016 08:16 AM US Mountain Daylight Time DLyons Action Type:Outgoing call
Writer called dealership:
1

Cust states:
1. Tony who is a manager, denied business card, ate his lunch in front of me
2. Will be reaching out to channel 2 and 5 for this concern
3. Cust advised of the concerns with the vehicle again. 
4. They treated me as low as low can be treated, after they signed the contract, and not going to do anything for 
me.

Writer advised
1. Would customer like to go to another kia dealer?

Cust states:
1. The vehicle will not accelerate, and there is no CEL and the white smoke is coming out of the vehicle.
2. Cust is asking for rental while the vehicle is in for diagnosis.
3. cust is very frustrated, single parent, with child in the hospital, and does not have time to run all over the place 
with the vehicle
4. The dealer was very ugly to customer when she was asking for assistance
5. The dealer test drove the vehicle without customer being in the vehicle, so how to they know what cust was 
experiencing 

Writer advised:
1. Apologized
2. Possibly taking the vehicle to another kia dealer will provide another opinion for customer
3. This office is not able to provide rental assistance once there is a diagnosis on the vehicle 
4. Referred to the next nearest kia dealer 
5. This office will follow up with customer next week to determine if cust returned to the dealer
6. Advised of contact information and recommended that if cust wanted this office involved to let this office know 
when cust returns to the dealer 

Cust states:
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1. Thank you 

 
*** PHONE LOG 06/06/2016 10:58 AM US Mountain Daylight Time DLyons Action Type:Outgoing call
Writer called customer: line busy 

 
*** PHONE LOG 06/06/2016 11:00 AM US Mountain Daylight Time DLyons Action Type:Ltr/email/fax sent
Call me letter sent 

 
*** CASE CLOSE 06/06/2016 11:00 AM US Mountain Daylight Time DLyons

 
*** NOTES 07/01/2016 05:42 AM US Mountain Daylight Time RWhite Action Type:Dealer contact
***Dup case notes***

*** NOTES 06/29/2016 08:12 AM  clarify Action Type: Dealer contact
*** Performed by contact: Kim Robertson, 7709683400
  5XXGU4L31GG
5,229 MILES
1st OWNER
03-17-2016 DELIVERY DATE
SELLING DEALER- SA093 NALLEY KIA

CUSTOMER WAS GIVEN CONSUMER AFFAIRS CASE # CUSTOMER PREVIOUS TOOK HER 
VEHICLE INTO NALLEY KIA WHICH WAS HER SELLING DEALERSHIP AND THEY WERE NOT ABLE TO 
DUPLICATE ANY OF HER CONCERNS AND FOUND THAT CUSTOMER HAD ADDED AFTERMARKET 1000 
WATT AMP AND SUB WOOFERS TO HER VEHICLE WHICH MAY BE THE CAUSE OF HER CONCERNS.
CUSTOMER WAS REFERED TO OUR DEALER SHIP WHERE WE ALSO WERE NOT ABLE TO DUPLICATE 
ANY OF HER CONCERNS. HOWEVER CUSTOMER IS NOT HAPPY WITH OUR DECISION AND STATES THAT 
HERE VEHICLE IS UNSAFE TO DRIVE. WE HAVE 3 DIFFERENT TECHNICIANS TEST DRIVE HER VEHICLE 
IN ATTEMPTS TO DUPLICATE ANY CONCERN SHE HAD AND NEITHER WERE ABLE TO FIND ANY 
ABNORMAL DRIVING CONDITIONS. HER CONCERNS AND OUR FINDINGS ARE AS FOLLOWS::;1. C/S 
HEAVY THICK WHITE SMOKE COMING FROM EXHAUST/ WE FOUND NORMAL OPERATION RESIDUE ON 
INSIDE OF EXHAUST IS NORMAL. 2.C/S TICKING NOISE COMING FROM ENGINE AREA AND NOISE 
CONTINUES AFTER VEHICLE IS TURNED OFF FOR HOURS/WE FOUND THAT THE ENGINE MAY BRIEFLY 
EMIT SOME NORMAL TIMING CHAIN/VALVE TRAIN CHATTER DURING START-UP AND AFTER VEHICLE HAS 
SAT FOR SEVERAL HOURS PER TSB140. 3.C/S POPPING SOUND COMING FROM AROUND PANORAMIC 
SUNROOF/ WE WERE UNABLE TO DUPLICATE CONCERN. 4.C/S LOUD NOISE COMES FROM AROUND 
DASH AREA WHEN TURNING OFF AC /WE WERE UNABLE TO DUPLICATE CUSTOMERS CONCERNS. 5.C/S 
INTERMITT VEHICLE HAS VERY LITTLE POWER/ WE SCANNED ALL MODULE AND THERE WERE NO 
CODES. WE TEST DROVE VEHICLE AND WAS UNABLE TO DUPLICATE CUSTOMERS CONCERNS. 6.C/S 
SOUND SYSTEM TWEETERS ARE BUSTED/ WE FOUND AFTERMARKET DIVISES INSTALLED INTO UNIT 
USING LEFT REAR DOOR SPEAKERS TO RECEIVE SIGNAL FROM AMS.
IN ADDITIONAL WE HAVE PROVIDED CUSTOMER WITH ALTERNATE TRANSPORTATION DURING THIS 
DOWN PERIOD. CUSTOMER WAS ADVISED OF OUR FINDING AND ASKED TO RETURN THE RENTAL CAR 
BY THE END OF TODAY'S WORK DAY. CUSTOMER FEELS THAT WE ARE NOT DOING ENOUGH TO HELP 
HER.
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*** NOTES 07/01/2016 05:31 AM US Mountain Daylight Time RWhite Action Type:Dealer contact
Writer called GA054 and states:
1 Calling to get info on veh
2 Gave cust info

Svca Tim states: 
Customer Name: 
Original Owner (Y/N): 
Customer phone #:  
Customer address:  Same
VIN: 5xxgu4l31gg
MY and Mileage: 2016 Optima 5229
Dealer Code/Selling Dealer (Y/N): GA

Most recent RO# and Open Date:  / 06/22/16
Most recent Repair Issue and Diagnosis: Cust states white smoke from exhaust, engine noise, sunroof noise, AC 
noise, lack of power, busted speaker; CND any of the cust concerns
Able to Duplicate (Y or N): N
Days Down at initial Service Alert report (if applicable): 8
Vehicle repaired?: N/A
Customer has possession?: Y
Repeat Repair (Y/N), if so, how many times?: N
Repair History of current concern with dates and mileage: 
N/A
ETA for completion of repairs (if applicable): N/A
Parts on order (Y/N), if so obtain part#, order#: N
Techline Case (if applicable): N/A
Rental / Loaner Provided?  If so, since when?: Y; 06/22/16
Dealer contacted DPSM  (if needed):  N
What is current Customer Request  (if needed): N/A
If HEV vehicle, is dealer HEV certified  (if needed): N/A 

***End dup case notes***

 
*** PHONE LOG 07/01/2016 05:55 AM US Mountain Daylight Time RWhite Action Type:Outgoing call
***Writer called cust on  and the line rang fast busy***

Writer called customer on  and states:
1 This is KMA calling, we had received notice you may have had an issue with your vehicle; apologize
2 Do you have any questions, comments or concerns we need to address?

Cust states:
1 I have brought the veh in several times, 4x to the selling dlr
2 I am disgusted by the situation
3 I have had issues since the day of purchase
4 It is literally malfunctioning and it is not safe
5 The cust service at the dlr was so terrible that I had to open a case with you

Writer states:
1 Apologize
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remaining on it

Customer States:
1. I need this plan though
2. I am just fed up with getting the run around
3. No one wants to help
4. This car is dangerous
5. Reiterated multiple issues
6. (Screaming now) This car is not safe
7. What is it that you people do not understand?

Writer Advised:
1. May I ask you some questions regarding the concerns you are experiencing?

Customer States:
1. Oh I am sorry, you are obviously frustrated now
2. Go ahead

Writer Advised:
1. Apologized, I am not frustrated at all
2. I understand that you are very frustrated, rightfully so, but I would like to get to the bottom of....

Customer interrupted:
1. Ask your questions

Writer Advised:
1. You mentioned a heavy thick white smoke that comes out of the exhaust and residue
2. When do you notice this?

Customer States:
1. Oh my god, I have explained this so many times already
2. Every single morning, when I start it a ploof of heavy thick white smoke comes out, and there is black residue all 
in my exhaust

Writer Advised:
1. So it is only at cold start up in the mornings

Customer States:
1. No, its all the time

Writer Advised:
1. The ticking noise that you are experiencing is normal, the vehicle may have a ticking at start up and when you 
shut it off
2. This is the timing chain and valve cover
3. What are your concerns surrounding the ticking noise?

Customer States:
1. Its not normal, you or the dealer or anyone can tell me that this is normal!
2. (Yelling) Its not normal!!!!!
3. I am scared my car is gonna blow up!
4. If my kids die is Kia going to bring them back to life? 
5. Will Kia be paying for the funerals?
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Writer Advised:
1. Do not believe that your vehicle will be blowing up
2. The popping noise you are hearing from the sunroof?
3. Is this when its in use?

Customer States:
1. (Sarcastically) Obviously its when its in use
2. When the Optima is not in use, how the  would I know if the god  sunroof is popping?

Writer Advised:
1. Sorry for the confusion
2. I am not asking when the Optima is in use, I am asking when you are opening and...

Customer Interrupted:
1. No, it happens when its open, shut, being opened closing all the time intermittently
2. What do you think I am stupid?
3. If it only happened when it was opening and closing obviously there will be some noises when this happens

Writer Advised:
1. I am trying to help and better understand your concerns, and determine the best way we can offer assistance to 
you
2. The noise that you hear from your A/C, does this happen all the time?

Customer States:
1. Oh my god, how many times do I have to say it
2. (Yelling) This car is malfunctioning all these issues are intermittent
3. They dont happen all the time
4. The car is malfunctioning what dont you understand about that

Writer Advised:
1. The acceleration issue, is this only when you are going up a hill?
2. Is it between certain gears or at certain speeds?

Customer States:
1. Its not my  job to figure all this out for you!
2. (Yelling) This car is a lemon
3. You need to take it back
4. Ticking for an hour is not normal
5. A/C issues are not normal
6. All these issues are not normal
7. Kia cannot convince me its normal
8. The car almost stalling when going up hill and me having to floor the gas to get it going and almost being hit by a 
big rig twice and almost dying is not normal!

Writer Advised:
1. I am trying to assist here, my suggestion would be to start

Customer interrupted:
1. I am not taking suggestions
2. You all say the same 
3. I dont want to hear it anymore I need to speak with your manager
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Writer Advised:
1. Your case was escalated to me and I have full authority and ability to manage it
2. There is no escalation process beyond this point
3. I am trying to assist and get to the root cause of your issues and determine how we can assist the dealer in 
duplicating your issues
4. If you are unwilling to assist KMA in getting the vehicle diagnosed it may

Customer States:
1. I no longer want to speak with you
2. You need to get someone else on the line
3. You cannot sit here and tell me you do not have a manager
4. I need to speak with your manager

Writer Advised:
1. I do have a manager, and she does not work cases
2. She will not be able to tell you anything differently
3. The concerns the dealer did find, are normal, the others they were unable to duplicate
4. And one is due to aftermarket parts install....

Customer States:
1. (Yelling) YOU NEED TO GET ME A MANAGER NOW!!!!

Writer Advised:
1. I will request my supervisor call you back
2. Please allow 3-4 business days for a call back

Customer States:
1. I knew you would say that
- Customer hung up

 
*** SUBCASE 1 CREATED 07/13/2016 08:07 AM US Mountain Daylight Time JMiller-SO
- Review with DPSM, of further inspectiopossibility n with additional personnel
- Review with PL

 
*** PHONE LOG 07/18/2016 01:45 PM US Mountain Daylight Time TShamburger Action Type:Outgoing call
wrt called  and lvm 
1 this is Tammy from KMA returning your call 
2 Julie said you wanted a sup call for your case. 
3 please c/b writer when avail. left case# and ph# 

 
*** NOTES 07/26/2016 09:53 AM US Mountain Daylight Time JMiller-SO Action Type:Internal
***Customer has not returned call, closeable

 
*** NOTES 07/27/2016 06:49 AM Pacific Daylight Time DCalderon Action Type:Internal
ECA reviewed.
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*** RETURN 07/27/2016 06:49 AM Pacific Daylight Time DCalderon

 
*** SUBCASE 1 CLOSED 07/27/2016 06:10 AM US Mountain Daylight Time JMiller-SO

 
*** CASE CLOSE 07/27/2016 06:10 AM US Mountain Daylight Time JMiller-SO

 
*** CASE CLOSE 07/27/2016 06:10 AM US Mountain Daylight Time JMiller-SO
Added asterisk

 
*** PHONE LOG 08/26/2016 11:39 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax rec'd
ECA received BBB case.

 
*** PHONE LOG 08/26/2016 11:46 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA sent MRF.

 
*** PHONE LOG 09/02/2016 06:31 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax rec'd
BBB closed case with repair as resolution.
1. Pending MVDN.

 
*** PHONE LOG 09/09/2016 06:56 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed Eric at BBB.
Eric,

Why is this in closed  not finished? The customer has never sent in their MVDN. It’s also on the open compliance 
report. Please advise.

 
*** PHONE LOG 09/09/2016 07:33 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax rec'd
ECA recieved and email from Eric at BBB.
Because it was just settled on 8/30 for the customer to send her notice and allow repairs.
It will be on your report until performance verification is complete approximately 9/30.

During that time, you should be receiving the notice and responding to it to schedule the inspection/repair.

A settled case is a “closed” case.
Someone who is happy after settlement, or ineligible cases are “Finished” cases.

Closed means there is action that needs to take place in the future.
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*** PHONE LOG 09/09/2016 07:33 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed Eric at BBB.
Thank you,

So if I do not receive the MVDN by 9/30 I can update the compliance report just saying that the MVDN never came 
in; correct?

 
*** NOTES 09/29/2016 10:13 AM Pacific Daylight Time DCalderon Action Type:NCA Web Contact
ECA updated fulfillment date on BBB case. 
1. KMA has yet to receive their MVDN. 

 
*** NOTES 09/29/2016 03:55 PM Pacific Daylight Time CLoftus Action Type:NCA Corresp. rec'd
1.  3 or more repair attempts have been made to repair the same defect or condition 
2.  Alleged defects: Engine popping/knocking, a/c doesn't function properly after long length of time, popping sound 
coming from panoramic sunroof, thick white smoke coming from exhaust, black residue on the exhaust pipe, seat 
belt melting, leather in car is cracking, navigation system impractical.
3.  This is a notification of the final opportunity to correct the continuing substantial defect or condition.

Attaching to case and reassigning to DCalderon.

*** PRIORITY CHANGE 09/29/2016 03:56:06 PM CLoftus

 
*** PHONE LOG 10/04/2016 11:26 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA sent cust confirmation letter via certified mail.

 
*** PHONE LOG 10/04/2016 12:14 PM Pacific Daylight Time DCalderon Action Type:Outgoing call
ECA spoke with Tim at dealer GA054
Writer:
1. Requested any and all cust copies of ROs.

Dealer:
1. Sts will fax.

 
*** PHONE LOG 10/04/2016 12:23 PM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed Jimmy at dealer GA083.
1. Requested any and all cust copies of ROs.

 
*** PHONE LOG 10/10/2016 11:13 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed Jimmy at dealer GA083.
1. Requested any and all cust copies of ROs.
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*** PHONE LOG 10/13/2016 09:09 AM Pacific Daylight Time DCalderon Action Type:Incoming call
ECA received a VM from cust.
1. Requested a call back to schedule FTS appointment. 

 
*** PHONE LOG 10/13/2016 09:48 AM Pacific Daylight Time DCalderon Action Type:Outgoing call
ECA spoke with cust.
Writer:
1. Adv that we are calling to arrange the FTS appointment.
2. Adv that the first date that we have avail is 10/25/16.
3. Adv that she can drop off the day of or evening before.
4. Adv that alternate transportation would be provided if it is needed.

Cust:
1. Sts that she has taken the veh to 3 dealers.
2. Sts that it has been in 4x.
3. Sts that she has been reading a lot on the LL.
4. Sts do I have to take the veh in.
5. Sts how many times am I going to have to do this.
6. Sts that I don’t pay $550 a month for a car that is at the dealer.

Writer:
1. Apol for the concerns.
2. Adv that we are entitled to a final repair attempt.

Cust:
1. Sts that she can drop off the veh on the 25th at 10:30AM

Writer:
1. Adv that we will make the arrangements and DHemm will follow up the day before as a reminder.
2. Adv that he will be handling the case moving forward.
3. Adv that we can email the cust with DHemm contact info.

Cust:
1. Understood and thanked and provide 

 
*** PHONE LOG 10/13/2016 09:53 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed cust.
Ms. 

As we discussed I will make the arrangements for our Field Technical Specialist inspection on 10/25/16. I will make 
the dealer aware of you dropping off your vehicle on 10/25/16 around 10:30AM. As I had mentioned David will be 
following up with you regarding the appointment and sending you a reminder email on 10/21. You can contact David 
via emailed DHemm@kiausa.com <mailto:DHemm@kiausa.com> or phone 949)430-3344. Please advise if you 
have any questions. 
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*** PHONE LOG 10/13/2016 10:05 AM Pacific Daylight Time DCalderon Action Type:Ltr/email/fax sent
ECA emailed BT requesting that he makes the dealer aware of the FTS appointment. 

 
*** NOTES 10/13/2016 10:18 AM Pacific Daylight Time BThompson Action Type:Dealer contact
SECC contacted GA083 SVCM GMilazzo to inform of FTS Inspection on 10/25/16 at 10:30am

 
*** PHONE LOG 10/24/2016 07:25 AM Pacific Daylight Time DHemm Action Type:Ltr/email/fax sent
ECA sent email to cust: 
Hello Ms. 

This is to remind you of your appointment tomorrow at Rick Case Kia. 

Please let me know if anything has changed and if you are unable to attend. 

Thank you, 

 
*** NOTES 10/27/2016 08:24 AM Pacific Daylight Time DHemm Action Type:Internal
ECA received FPQR

 
*** PHONE LOG 11/08/2016 09:55 AM Pacific Daylight Time DHemm Action Type:Outgoing call
ECA called cust: 
1. Checking on status of vehicle after repair
2. Please return my call if there is anything we need to address

 
*** PHONE LOG 11/08/2016 01:00 PM Pacific Daylight Time DHemm Action Type:Ltr/email/fax sent
ECA sent MRF to BBB

 
*** NOTES 11/23/2016 01:37 PM Pacific Daylight Time DHemm Action Type:Internal
Pending response from BBB
Arb set for week of the 12th

 
*** PHONE LOG 12/14/2016 09:58 AM Pacific Daylight Time CSanchez Action Type:Outgoing call
Pending arbitrator's decision

 
*** PHONE LOG 01/03/2017 10:34 AM Pacific Daylight Time CSanchez Action Type:Outgoing call
Arbitrator denied customer's request for replacement vehicle. 

 
*** CASE CLOSE 01/03/2017 10:59 AM Pacific Daylight Time CSanchez
Arbitrator denied customer's request. Case closed. No further action needed
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*** PHONE LOG 08/16/2016 11:45 AM US Mountain Daylight Time MCampos Action Type:Outgoing call
Mrs.   

Cust states:
1. Noticed passenger window would not go down on Saturday 
2. That was Saturday 
3. On Sunday, my daughter said there was burning smell 
4. Electrical fire burned hole right through passenger door
5. If you lower window on driver side, can smell burning 
6. Window does not go down on passenger or passenger rear 
7. Took it back to NJ057 and spoke w/ Ken 
8. Keep saying engineers and inspectors were coming to look at veh 
9. Did not give me loaner and gave me rental 
10. Not happy w/ rental 
11. Has been a week and still no inpections done 
12. They are puzzled as well 

Wrt states:
1. Apologized
2. * Took accident script *
3. Seems KMA reps are already involved 
4. Would like to have case forwarded to correct dept 
5. Another repa will be contacting cust in 2-3 business days 
6. Gave case #

Cust thanked and call ended 

 
*** NOTES 08/16/2016 12:45 PM US Mountain Daylight Time MCampos Action Type:Dealer contact
Dispatching to NCA:

1. Cust alleges electrical fire burned hole in passenger door panel 
2. Veh currently located @ NJ057 (since 8/8/16)
3. Please review and follow up accordingly 

 
*** PHONE LOG 08/18/2016 02:06 PM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called and spoke with  
Writer states:
1. Calling in regards to your 2016 Kia Optima

Customer states
1. On Saturday, I had went out to get gas in the car, I was going to open the window
2. The window wouldn't go down, so I told my husband
3. My husband looked at it, the window wouldn't go down on the front passenger side and the back wouldn't go 
down either
4. So I just put the a/c on and went and got gas
5. My husband drove the vehicle with my daughter  and she kept saying there's a burning smell in here
6. My husband's got asthma, he's got allergies so his smelling senses are not the greatest
7. On Sunday, I took the car with my grandson, it was my birthday, we were going to go to the Yankee game
8. I smelt this horrible burning so I called my husband
9. As I was telling him this, I look toward the passenger side of the car and there was a big burn hole in the door
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10. I got so petrified, I got off the next exit, turned around and came home
11. I drove it to the dealer on Monday and they've had it there since
12. I've waited a week and they didn't realize that I had to call Consumer Affairs
13. So they gave me the number to call you guys up

Writer states:
1. Are you and your family okay?
2. Are you currently in a loaner or a rental?
3. Was the police or fire department contacted?
4. Was the insurance company contacted?
5. Requested photos

Customer states:
1. Yes we're okay, thank god
2. They didn't have a loaner so they put me into a Enterprise car
3. No
4. No
5. I didn't take any photos

Writer states:
1. I will work with the dealership to address your concerns
2. Gave customer call back number
3. We'll keep in touch

 
*** NOTES 08/18/2016 02:10 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Called dealer NJ057 and spoke with Service Manager Ken Mcfadyen
Writer states:
1. Calling to get more information on this vehicle
2. Requested photos and codes
3. Gave dealer email address

Dealer states:
1. It doesn't appear to have any aftermarket components
2. It has a melted door panel
3. I didn't report it as a fire, I reported it as a electrical short
4. I'll have the technician pull the codes in the morning

 
*** NOTES 08/18/2016 02:12 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received 1 photo from Service Manager Ken Mcfadyen at dealer NJ057 

 
*** NOTES 08/22/2016 11:18 AM Pacific Daylight Time SamuelKim Action Type:Internal
Reviewed case with KMA Engineers:
1. Have dealer remove door trim panel and take pictures

 
*** NOTES 08/22/2016 11:22 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Ken Mcfadyen at dealer NJ057  and CC'd DPSM 
GKaras:
Our engineers would like you to go ahead and remove the door trim panel and take additional photos. Also, please 
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check for codes and verify the passenger front and/or passenger rear windows are not working.

 
*** NOTES 08/22/2016 12:54 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Ken Mcfadyen at dealer NJ057 (kenm@gatewaykia.com)
Good Afternoon.  I wanted to follow up regarding the 2016 Optima Door Panel situation.  We ran the scan test and 
there are NO DTC’s stored.  Please let me know how to proceed.  

Take Care,  

Ken McFadyen
Service & Parts Director 
Gateway Kia of North Brunswick
KenM@GatewayKia.com <mailto:KenM@GatewayKia.com> 
#732-325-6100

 
*** NOTES 08/23/2016 09:20 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Ken Mcfadyen at dealer NJ057 (kenm@gatewaykia.com)
As requested.  Please let me know if there are any questions.

 
*** NOTES 08/23/2016 09:29 AM Pacific Daylight Time SamuelKim Action Type:Internal
Pending response from KMA Engineers

 
*** NOTES 08/23/2016 10:07 AM Pacific Daylight Time SamuelKim Action Type:Internal
Reviewed case with KMA Engineers:
1. Proceed with repairs under warranty
2. Have dealer send us original parts

 
*** NOTES 08/23/2016 10:11 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Ken Mcfadyen at dealer NJ057  and CC'd DPSM 
GKaras:
Hi Ken,

Thank you for your quick response. Please get in contact with your DPSM for a PWA (if applicable) and proceed 
with repairs under warranty. Also, please ship the replaced parts to the address below. To the extent possible, 
please keep the parts intact during removal. If you have any questions, you are more than welcome to contact me.

 
*** PHONE LOG 08/23/2016 10:13 AM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called customer, person on other end picked up phone, but no response. Writer unable to leave message.

 
*** PHONE LOG 08/23/2016 10:22 AM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Received call from  
Writer states:
1. I was calling to follow up with you on your 2016 Kia Optima
2. Repairs will be covered under the terms of the warranty
3. The dealership will be in contact with you once the vehicle is ready for pickup
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4. Sure

Customer states:
1. Okay, if my husband has any other questions, I'll have him call you

 
*** NOTES 08/30/2016 10:05 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Ken Mcfadyen at dealer NJ057 (kenm@gatewaykia.com) and CC'd DPSM GKaras:
Requested update

 
*** NOTES 08/31/2016 09:43 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Recevied email from Service Manager Ken Mcfadyen at dealer NJ057 (kenm@gatewaykia.com)
The work was being performed today and I am going to QC the job throughout the day tomorrow......I just spoke to 
my Parts Manager and he is going to ensure the parts are shipped back to your attention.  

 
*** NOTES 08/31/2016 11:26 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received message from Assistant Parts Manager Manuel Rivera at dealer NJ057:
1. Hi good afternoon Mr. Kim, Manny from Gateway Kia NJ057
2. I'm calling regarding this claim, the part number
3. Sorry, I'm calling regarding this parts that we ordered for this Kia Optima
4. The VIN number is, the last 8 is GG011306
5. Anyway, we get all the parts
6. All we have to do is just like you said, you're requesting it to send it to you guys
7. Anyway, I hopefully tomorrow I can send everything back
8. Or else you can give me a call back at (  and ask for Manny at the Parts Department
9. Thank you, have a good day, bye, bye

 
*** NOTES 08/31/2016 11:26 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Recevied email from Service Manager Ken Mcfadyen at dealer NJ057 (kenm@gatewaykia.com)
The parts are being shipped to your attention and will be going via FedEx at some point today (possibly already - I 
would have to verify with my Parts Manager.  Please let me know if you have any questions or concerns I can assis  
you with on this vehicle.  Thank you again for your assistance.  

 
*** NOTES 09/01/2016 10:42 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received parts from dealer NJ057. Fedex tracking number 

 
*** CASE CLOSE 09/07/2016 08:44 AM Pacific Daylight Time SamuelKim
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**** PHONE LOG 10/25/2016 07:01:03 PM sa
Dealer :Kia of Santa Fe
Technician :Sergio Chavez
Service Manager :Carlos Abeyta
Dealer Phone :5059821957
DPSM :Robert Leal
Vehicle Model :OPTIMA         
Model Year :2016
Mileage :4383
Initial comments by Technician found in TL Case  : 
----------------------------------------------------------
*** Performed by contact: Sergio Chavez, 5059821957
*** This is a Request for Assistance *** 

Problem Description :
CUSTOMER STATES THAT THE INTERIOR LIGHT ARE INOP

Diagnostics Performed :
CHECKED AND FOUND THE INTERIOR FUSE BLOWN, I HAD REPLACED THE FUSE ALREADY 3 DAYS AGO 
AND BEFORE THAT, I REPLACED THE REAR PERSONAL ROOM LAMP ASSY DUE TO IT HAD MELTED 
CAUSING A SHORT AND BLOW THE FUSE, SO TODAY THE FUSE WAS BLOWN AGAIN, SO I CHECKED THE 
REAR ROOM LAMP AGAIN AND I FOUND IT MELTED AGAIN. I REPLACED THE ROOM LAMP FOR THE SAME 
ISSUE ON ANOTHER 2016 OPTIMA. IT LOOKS LIKE WE NEED A SUPERSEDED PART OR A DIFFERENT 
BULB THAT IT DOESNT PRODUCE SO MUCH HEAT??. 

Please contact dealer for additional information regarding customer handling & repair status and update customer 
accordingly.

**** NOTES 10/27/2016 06:03:23 PM LBachmann Action Type:Dealer contact

[!<For Internal Use Onlytemplate needed>!]

**** NOTES 11/04/2016 11:31:36 AM LBachmann Action Type:Dealer contact
Called DLR: NM014
Spoke with: Justin in Service and Jeremy in Parts

· Customer Name:  
· Customer phone #:
· Customer address:  Hernandez, NM 
· VIN: 5XXGU4L35GG
· MY and Mileage: 16 Optima/  4383
· Most recent RO# and Open Date:   RO / Opened:10/25/16
· Days Down at initial Service Alert report (if applicable):
· Most recent Repair Issue and Diagnosis: Interior light not working
· Diagnosis: we replaced the whole dome light assembly, they came back in for the same issue, it was a blown 
fuse, and then less than a week later, they had the same issue, There is a defective part, 
· Able to Duplicate (Y or N): Yes
· Repeat Repair (Y/N), if so, how many times?: Yes
· Repair History of current concern with dates and mileage: 
· RO: Date: 10/18/2016 Mileage: 4176
· RO:  Date: 6/13/2016 Mileage: 1,649
· ETA for completion of repairs (if applicable): Waiting on parts
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· Parts on order (Y/N), if so obtain part#, order#: Yes / Part#: 92870 D4000CGA Order#: 
· Techline Case (if applicable): 
· Rental / Loaner Provided?  If so, since when?: No 
· Dealer contacted DPSM  (if needed):  No
· Vehicle repaired?:  No
· Customer has possession?: Yes
· Dealer Code/Selling Dealer (Y or N): NM014/ Yes
· Original Owner (Y or N): Yes
 

**** PHONE LOG 11/04/2016 11:32:52 AM LBachmann
Called Cust, left vm
Wrt States:
1. Gave case # and 800#
2. Advised calling in regards to case

[!<For Internal Use OnlyWaitng on part>!]

**** PHONE LOG 11/07/2016 02:56:45 PM NAllen
Cust states
1. the dealership now tells me i cant come in at 4 this is the only time that i can come
2. this car is terrible and i just want it fixex
3. i dont want to go back to this dealership  its horrible
4. i am going to just go to the paper

wtr states
1. apologized
2. i can call the dealer to see what we can do to get you in 
3. we can also try  a different dealer for you 

cust states
1. ok try any one in the san jose area
2. I can be at anyone at 10 in the morning 

called Premier kia  
1. spoke to svc mgr and he had opening 
2. xfer customer to svc mgr for confirming appt.  

**** CASE CLOSE 11/07/2016 05:49:03 PM

 
*** PHONE LOG 11/16/2016 04:09 PM US Mountain Standard Time KQuintero Action Type:Incoming call
Cust stated:
1. Calling because I was told that the case was going to be escalated and no one has called me back
2. We have been waiting for the dome light to come in its been 3 weeks and nothing
3. I know that after 3x or more the veh can qualify for lemon law and I just feel that this veh is one

Writer stated:
1. I apologize for concern
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2. Advised that I can escalate the case 
3. Advised to reference W.C.I.M
4. Allow 2-3 business days for follow up from ECR 

Cust stated:
1. Thank you

 
*** NOTES 11/16/2016 04:09 PM US Mountain Standard Time KQuintero Action Type:Manager review
**Per AS400**

                                  ========ORDER========       UPER   Alloc 
Part Number        Part Name      Number Type Qty    Date                    ETA     Qty  

 92870 D4000CGA      LAMP ASSY-REAR  102516E E     1 10/25/16  11/26/16     1 

 
*** NOTES 11/16/2016 04:10 PM US Mountain Standard Time KQuintero Action Type:Dealer contact
Dispatching to ECR for:
1. 2016 Optima with 4,383 miles
2. Cust states veh is a lemon 
3. Part (dome light) on back order
4. Please handle accordingly

 
*** PHONE LOG 11/28/2016 11:17 AM US Mountain Daylight Time KCampos-CE Action Type:Outgoing call
Writer called cust a  left vm 
1. Call back number and case number 

 
*** SUBCASE 1 CREATED 11/28/2016 11:18 AM US Mountain Daylight Time KCampos-CE
What is the status of repair? RO's for RO review please 
Thank you 

 
*** SUBCASE 1  - NOTES 11/29/2016 10:40 AM Pacific Daylight Time MBautista Action Type:Dealer 
contact
ECC states:
1. I requested all RO's from NM014
2. I spoke to SVCM Lawrence for more details

Lawrence states:
1. Dome light housing is on back order.
2. Customer has car but Special order parts not yet in
3. I will send ROs to fax (I gave him new ECC's fax number)

 
*** PHONE LOG 11/29/2016 03:29 PM US Mountain Daylight Time JWeaver Action Type:Incoming call
Cust states:
1. Provided case ID 

Writer states:
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1 .How may you be helped 

Cust states:
1. I received a call yesterday and I am not sure if it was Karla or Kayla 
2. The number that was left - I have called multiple times but havent received a call back 
3. The part thats being ordered isnt suppose to arrive until January 
4. This is the 3rd time we have been in for this  concern
5. Its a new veh 
6. The part they keep putting in just blows out all of the fuses 
7. I am not sure what to do 

Writer states:
1 .Apologized 
2. Informed showing case with ECR 
3. Number you have is correct 
4. Showing ECR to follow up tomorrow 
5. Will send email imforming of best time to contact - email sent 
6. What is the best time to contact you

Cust states:
1.After 11 mountain time 

Writer states:
1 .Will info 

Cust thanked and disconnected 

 
*** NOTES 11/29/2016 02:43 PM Pacific Daylight Time KPedrosa Action Type:Internal
Attached ROs in subcase

 
*** PHONE LOG 12/05/2016 09:59 AM US Mountain Daylight Time SLarez Action Type:Outgoing call
Customer states. 
1. I am not gettint any call back from my ECR. 
2. I got one call but not any other ones. 
3.. I think we are waiting for a part to come in. 
4. I am not sure why this is going on, it is a new car. 

Writer states. 
1. I am sorry 
2. I gave Karla a note to call you.  
3. I am sorry this is going on. 

Customer states. 
1. Thank you 

 
*** NOTES 12/05/2016 09:58 AM Pacific Daylight Time KPedrosa Action Type:Dealer contact
WECC contacted svc NM014 regarding part arrival:
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Writer states:
1. Has the part for this veh arrived? 
2. If so, is the repair complete?

Svc states:
1. It just arrived
2. We will contact the cust to bring in the veh
3. Should only take a day to repair 

Writer states:
1. Will follow up towards the end of the week

 
*** PHONE LOG 12/05/2016 04:20 PM US Mountain Daylight Time KCampos-CE Action Type:Outgoing call
Writer called cust states 
1. I received a note from Steve to give you a call 
2. After that there was an update to your case as well
3. The part is in as the dealership reached out to you 

Cust states 
1. They called and said that it was in 
2. My concern is that it is the third time since we bought the veh
3. This is the third time they said the dome light is melting the plastic 
4. There is a screw that maybe making contact causing the fuse to short 
5. I can't trust this veh any more
6. I know there is a lemon law and I am thinking that is what I am going to do 

Writer states 
1. I apologize I can understand your concern 
2. Our obligation is to make repairs under warranty guidelines 
3. I do recommend looking at your WCIM for details pertaining to your state
4. I will stay involved until repairs have been completed 
5. Thanked call ended  

 
*** NOTES 12/09/2016 10:25 AM Pacific Daylight Time KPedrosa Action Type:Dealer contact
WECC Lance (svc) NM014 regarding repair status

Writer states:
1. Has this cust's veh been repaired?

Lance states:
1. Yes, it was repaired yesterday
2. Cust got their oil changed and dome light replaced
3. Cust has the veh right now
4. No complaints with the dome light as of yet

 
*** PHONE LOG 12/12/2016 09:28 AM US Mountain Daylight Time KCampos-CE Action Type:Outgoing call
Writer called cust left vm stating 
1. I am calling to follow up on your repairs 



 Kia Motors America 
Consumer Affairs Department

Page 6 of 9

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer:   

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

5XXGU4L35GG
2016 OPTIMA

4,383
10/08/2015Santa Fe NM NM014 KIA of Santa Fe

Complaint
Quality

Interior
Interior Lamp Operation

2. Call back number and case number 

 
*** NOTES 12/13/2016 10:52 AM Pacific Daylight Time ADellarocca Action Type:Dealer contact
ECA reviewed case

 
*** PHONE LOG 12/15/2016 12:05 PM US Mountain Daylight Time KCampos-CE Action Type:Outgoing call
Writer called cust left vm stating  
1. I am calling in regards to recent repairs 
2. Want to verify all concerns have been resolved 

 
*** SUBCASE 1 CLOSED 12/28/2016 03:36 PM US Mountain Daylight Time KCampos-CE

 
*** CASE CLOSE 12/28/2016 03:36 PM US Mountain Daylight Time KCampos-CE

 
*** PHONE LOG 01/03/2017 05:56 PM Eastern Daylight Time ALewis Action Type:Outgoing call
Customer states:
1. I don't even feel safe in this vehicle anymore. 
2. My previous case manager said because of the certain number of times it's been to the dealer I can invoke 
lemon law if needed. 
3. I just don't know what to do, I don't feel safe in the vehicle any longer. 
4. Before my car's light would just go out on it's own. 
5. Now my car is making a popping sound in the back and it sounds like a rock is being thrown at my vehicle. 
6. It's so frustrating that I've had to go to the dealership 4x for this problem. 
7. I don't even live near the dealership, so I have to take off work and spend my day driving over there to have this 
handled. 
8. I want to know what KMA will do for me?
9. I don't want this car anymore. 
10. I wish you would just lemon law it and pay it off and keep the vehicle. 
11. I don't feel comfortable in the car at all anymore. 

Writer states:
1. Apologized. 
2. Advised writer will be happy to assist. 
3. Advised case will be sent back to escalation team for additional review. 
4. Advised customer will be contacted by escalation case manager within 2-3 business days. 

Customer states:
1. Thank you. 

 
*** NOTES 01/03/2017 05:58 PM Eastern Daylight Time ALewis Action Type:Manager review
Writer emailed DPSM Robert Leal as FYI due to case being escalated. 
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1. It has been repaired twice-three times 
2. There is a popping noise it does it once in a while 
3. I am scared there is a short or something 
4. The light is still on hasn't burnt out yet but I know it will 

Writer states 
1. I can understand your concern
2. Our obligation is to make repairs under warranty guidelines 
3. I will reach out to the dealership and TL to see if they have any 
4. recommendations for testing 
5. KMA is not repurchasing or replacing the veh at this time 
6. I do recommend looking at your WCIM for details pertaining to your state 
7. It may take me a couple days to get back to you with more details
8. Thanked call ended 

 
*** SUBCASE 2 CREATED 01/09/2017 12:56 PM US Mountain Daylight Time KCampos-CE
Cust states veh is making popping noise still 
Please obtain diagnosis details and repairs 
Popping noise still present after repairs should TL get involved? 

 
*** NOTES 01/09/2017 03:09 PM Pacific Daylight Time KPedrosa Action Type:Dealer contact
WECC contacted Lawrence (svc mgr) NM014 requesting for more info on veh history

Lawrence states:
1. Cust came in on 10/18/16 with this concern
2. Found that it had a burnt fuse
3. We replaced the burnt fuse
4. Cust came back on 10/25/16 with the same concern
5. Found that the dome light housing was getting hot causing the bulb to short
6. We replaced the dome light housing
7. Hasn't been back since

Writer states:
1. Cust's stating their concern is still present
2. I will have my rep contact her to advise her to return veh to dlr to diagnose concern
3. We might want to open a TL case to cover the basics

[!<For Internal Use Only
 WECC contacted Gino (FTS) requesting for input on concern

Gino states:
1. The wiring harness might be pinched which may be the problem>!]

 
*** PHONE LOG 01/09/2017 04:30 PM US Mountain Daylight Time KCampos-CE Action Type:Outgoing call
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Writer called cust left vm  
1. Please take your veh back to the dealership for further diagnosis 
2. Call back number and case number 

 
*** NOTES 01/10/2017 11:17 AM Pacific Daylight Time ADellarocca Action Type:Dealer contact
ECA reviewed case

 
*** NOTES 01/26/2017 10:14 AM Pacific Daylight Time ADellarocca Action Type:Dealer contact
ECA reviewed case

 
*** SUBCASE 2 CLOSED 01/26/2017 12:37 PM US Mountain Daylight Time KCampos-CE

 
*** NOTES 01/26/2017 12:37 PM US Mountain Daylight Time KCampos-CE Action Type:Internal
Sent call me letter 

 
*** CASE CLOSE 01/26/2017 12:37 PM US Mountain Daylight Time KCampos-CE
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*** PHONE LOG 11/16/2016 11:16 AM US Mountain Daylight Time LHargis
   states

1. My car burst into flames.
2. My alarm went off last night.
3. I looked outside and my car burst in flames. 
4. It looks like a electrical fire.

Wrt states:
1. Apologized.
2. Updated cust info.
3. Took accident script. 
4. Adv cust to send in police report and pictures.
5. What action are you requesting?

Cust states:
1. To find out what happpend
2. If there are any recalls

Wrt states:
1. No SC on veh
2. Provided case number.
3. Provided addr to send police report and pictures
4. Wrt will escalate case to appropriate dept for review.

Cust states:
1. Thank you.

Cust Declined survey

 
*** NOTES 11/16/2016 11:23 AM US Mountain Daylight Time LHargis Action Type:Dealer contact
*** CALL TO ACTION: Dispatch To NCA ***
***************************************************
1. Cust alleged veh interior caught fire while parked.
2. Cust alleged veh parked in front of his was damaged by fire.
3. Cust alleged AAA insurance and police have been contacted
4. Cust requesting to know the cause of fire.

 
*** PHONE LOG 11/17/2016 11:05 AM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA attempted to reach customer at  VM full, unable to leave VM. 

 
*** PHONE LOG 11/17/2016 12:56 PM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA spoke with customer
Writer:
1. Calling in reference to- 

-Customer cuts off writer-
Customer : 
1. Are you calling from Kia ?! 
2. I am  off at you guys right now.
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4. I have witnesses that when the car was on fire there were blue sparks
5. That indicates there was an electrical fire so this is your alls fault
6. What do I need to do  I need a car

wtr states
1. apologized
2. I would need to get you to your case Mgr as this kind of case is worked from different dept. 
3. Xfer to NCA rep 

 
*** PHONE LOG 11/29/2016 11:55 AM Eastern Daylight Time TIcenhour Action Type:Incoming call
Cust states
1. 
2. TCS isn't going to be available for a while.
3. Who is going to work my case?
4. Why has no one called me back?

Wrt states
1. Apologized
2. Reviewed case notes.
3. Advised that NCA is working case.

Cust states
1. CHP officers said that the police report is ready but can't get it right now.
2. Can fax it if necessary.
3. Want Kia to go to the lot to do their investigation.

Wrt states
1. Offered NCA contact info

Cust states
1. Thank you

Wrt states
1. Thank you

 
*** PHONE LOG 11/29/2016 09:21 AM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA rec'd call from customer
Customer:
1. Can't believe nothing has been done about this.
2. The police department in Santa Fe has the police report.
3. You being a corporation, they should be able to release it to you guys.
4. I want it documented that my insurance company isn't doing anything and I have to do all the work. 

Writer:
1. Apologized, requested photos from your insurance rep.
2. Have not received photos,
3. We are a third party, they might not release that information to us.
4. If you have photos, you can send them over.

Customer:
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1. I can't believe they haven't sent you guys anything.
2. I am going to get on them.
3. That is between me and them
4. I am driving, send me an email 

Writer:
1. Will email.

NCA rec'd call from customer's insurance company.
Rep:
1. You guys can investigate this if you want.

Writer:
1. Apologized, we need photos to proceed. 

Rep:
1. Will send photos.
 
NCA rec'd photos 

 
*** PHONE LOG 11/29/2016 09:22 AM Pacific Daylight Time AnReyes Action Type:Outgoing call
-----NCA has not rec'd photos----

 
*** PHONE LOG 11/30/2016 09:00 AM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA rec'd photos from insurance company, pending review 

 
*** PHONE LOG 12/06/2016 11:24 AM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA left VM and emailed Lacey Reed, insurance representative requesting a call back.

 
*** NOTES 12/08/2016 03:48 PM Pacific Daylight Time AnReyes Action Type:Dealer contact
NCA rec'd a call from fire investigator Dave Aoki with Special Investigations Unit from insurance company 
1. Vehicle fire was an intentional fire in the passenger's compartment, test came back positive for traces of gasoline
2.  There is no manufacturer's concern with the vehicle from our investigation
3. If you have any questions you can reach Keith Mevan manager at Special Investigations Unit 714 424 7825

Writer:
1. Thanked. 
2. Will log this phone call and give you a call back if we need anything

 
*** PHONE LOG 12/14/2016 05:03 PM Pacific Daylight Time AnReyes Action Type:Outgoing call
NCA spoke with customer
Writer:
1. We reviewed available information
2. We do not believe this is a defect with the vehicle.
3. Please give your insurance company a call, as I understand they will have some questions for you.
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Customer:
1. States I know what the investigator said.
2. I can't believe you guys believe it.
3. You are supposed to investigate it.
4. He said there was gasoline.
5. No %$#@ there was gasoline in there, it's a car.
6. I am going to go to corporate.
7. You have a manager don't you

Writer:
1. I can have him reach out to you
2. The fire investigator and you're insurance company can go over their findings.
 
Customer:
1. Have him give me a call

 
*** PHONE LOG 12/22/2016 09:06 AM Pacific Daylight Time JeffStroup Action Type:Outgoing call
wtr spoke with Mr.  and stated:
1. understand you were speaking with CSR and asked to speak with me

Mr.  stated:
1. yes, to make a long story short at the end of the day i need to inspect everything
2. they said they found gas in my car
3. i had cologn and other things in my car
4. my insurance is actually saything there is multiple point of starting the fire inside the vehicle
5. they even took stuff back for labratory testing
6. the insurance is trying to get me to do a statement of oath
7. im not going to answer all the questions they have in that statement because some of the questions are what are 
the names of my kids and i will never tell them my kids names, it has no meaning
8. what do i do?

wtr stated:
1. apologized for concern
2. from what i understand is that your insurance company has inspected the vehicle and do not feel its a 
manufacturing concern
3. typically they will send a fire investigator out to inspect the vehicle and possibly that is their conclusion
4. have you asked for a copy of the C&O?

Mr.  stated:
1. no, whats that

wtr stated:
1. the C&O is the report from the fire investigator and it typically advises his findings

Mr.  stated:
1. but i didnt start the fire
2. i had to punch the window to try and get all the stuff out of the car

wtr stated:
1. again, apologized as dont know too much about your situation
2. again all i can advise is that it appears the insurance company does not feel its a manufacturing concern
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Mr.  stated:
1. ok, i will make sure to get a copy of the report
2. i have the card from the guy who inspected it, i will call them.

 
*** CASE CLOSE 01/05/2017 04:31 PM Pacific Daylight Time JeffStroup
wtr closing case pending further contact from customer.

***  04/03/2018 08:50:49  ***
Reopened with Sub Status of Working

***  Phone - Call - Inbound created on 04/03/2018 08:55:08  and created by  Jeddah Ortega ***
Customer states:
1. I am in a legal battle with my insurance company.
2. They are saying the people I spoke to about my case do not exist.
3. The insurance company is trying to blame me for this and I am trying to get this sorted up.
4. I need to build up my defense. 
5. I need to get this over with because it is killing my credit.
6. This car has not been paid off. 
7. I need to know that who I spoke to made notes of this in their documents.

Writer states:
1. I will get your case over to our NCA office so that we can get in contact with your previous case owner to review 
------

Customer states:
1. Wait a minute.
2. You are going to fast.
3. You are trying to get me off the phone.
4. Why is Kia not helping me?
5. This has been going on for a year and a half.
6. Kia is supposed to stand by their customers.
7. I am a loyal customer.
8. I just bought a new Kia.
9. Why would I buy a new Kia if I did this?
10. This has been a nightmare. 
11. I need them to tell the insurance company that I am not lying. 

Writer states:
1. It looks like your case was closed because the insurance company advised the fire was not caused by a 
manufacturer defect.
2. In this case, Kia would no longer be involved which is why your case was closed. 
3. But I will send your case over to our NCA office so that they can review this and follow up with you.
4.  Someone will contact you in 2-3 business days.
5. Provided case #.
6. Verified contact # and e-mail.

Customer states:
1. Ok, I need them to call me as soon as possible.
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2. Thank you.

***  04/03/2018 09:13:38  ***
Dispatched from WIPBin = Assigned to Queue National CA by Jeddah Ortega
Reason: Customer requesting assistance from NCA regarding case to provide information in court for legal 
proceedings with insurance company

***  04/04/2018 08:29:47 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin 1.1 Default/IC

***  04/04/2018 08:43:06 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Gustavo Villela
Reason: 

***  Phone - Call - Outbound created on 04/04/2018 09:31:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Please advise

Cust states
1. This has been an on going battle for over a year
2. Requesting assistance from Kia
3. Insurance is not helping me and saying that is is my fault
4. I have hired an attorney
5. Insurance is saying that I never spoke to the Kia rep
6. They think I made this person up but I know I spoke to the other person 
7. I even bought another Kia after this

Wrt states
1. Have reviewed notes
2. Unable to offer assistance at this time
3. Do see that you have had contact with previous agent

Cust states
1. Insurance is putting the blame on me and I did not do it
2. I have no idea where the car is at now
3. Can something be given to me saying that I spoke to the last rep

Wrt states
1. unsure if able to provide an external document with information provided but can check
2. If you, your attorney, or insurance have any questions
3. you may contact me

Cust states
1. No one wants to help me
2. I will have my attorney contact you

***  04/04/2018 09:37:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Concerns Recorded
[Resolution Summary]
Pending further contact.
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***  06/05/2018 15:53:48  ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 06/05/2018 14:53:14  and created by  Valerie Martinez ***
Customer states:
1. The car has died on me multiple times
2. This has happened to me on the freeway several times and two times on the street
3. No lights come on.
4. It takes several times before it finally turns back one
5. Adrian was the associate that sold me the car
6. He was unprofessional
7. I called back in and informed them I don't feel comfortable in this new car
8. I took multiple trips to the dealership and they told me there is nothing they can tell her
9. I tried to contact them today about giving the car back
10. I bought it June 2017 and I called a couple days later stating I wanted to give the car back
11. North County Kia on Escondido, CA
12. Is there anything that Kia can do to buy back this car?

Writer states:
1.Apologized
2. I am going to create a case for you and notate your concern and what you are requesting from Kia

**** Call disconnects ****

Writer Contacted Customer  and left a VM:
1. Introduced self
2. Calling to inform you that I have created you case
3. I will be calling the dealership to obtain additional information
4. Then sending you case to our regional office for further assistance
5. I'd allow 2-3 business days to f/u with you
6. Any questions KMA 800#, Case # provided

***  06/05/2018 16:00:16  ***
Web - Note created on 06/05/2018 16:00:16 and created by   
I purchased a '17 Kia Optima 6/26/2017 from North County KIA dealership after bringing in my '11 Kia Optima that 
had been effected by an engine recall. I waited at the dealership for 6 hours before having any update on my 
vehicle. A salesman (Adrian Aguirre) had assisted me in looking at other vehicles. Him & his supervisor advised it 
was best to purchase a new vehicle from them & let them buy my old KIA (they were desperate to buy due to the 
number of recalls). I was never advised the lease term would be 48 months or that the equity from the '11 KIA 
would roll over. I called 2 days later to return the vehicle because I felt pressed & cheated out of my money. Adrian 
advised me it was no problem and to follow up with supervisor. After days of playing phone tag with the supervisor, 
he told me there was nothing they were doing to do. After more then several desperate attempts I tried to reach out 
again a few weeks later, wasting my time coming back to the dealership 3 more times just to be turned away. Since 
then the vehicle has stopped on the road more then several times & has had 3 recalls i was never notified of that 
could've been life threatening had i not followed up with my regular services. In addition the vehicle is now jerking 
on the road. I have a small child & no longer feel safe in any vehicle. This dealership is unprofessional and shown 
they don't care about their customers. This vehicle needs to be purchased back or will seek legal counsel to get this 
rectified.

***  Phone - Call - Outbound created on 06/05/2018 16:36:36  and created by  Valerie Martinez ***
Writer Called Dealer CA107 - North County Kia and Spoke to Svc Dept
1. Calling to verify vehicle repair status and location
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***  06/06/2018 08:00:54 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 0. Default of Farah Velasquez by Esther Kong
Reason: 

***  Email - External Email Sent created on 06/11/2018 10:30:02 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Farah Velasquez ***
ECR emailed Greg (svc mgr) CA107 requesting svc history

***  Phone - Call - Outbound created on 06/12/2018 17:44:53 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Farah Velasquez ***
ECR contacted cust

Wrt states:
1. Introduced self, case was escalated

Cust states:
1. I have stalling concern & jerking
2. Unhappy with dlr cust service as well. They aren't documenting my concerns on RO. Have brought veh in twice, 
only 1x was it documented
3. What are my options to have veh bought back?

Wrt states:
1. Understood, apologized
2. Can lodge formal complaint against dlr, if you wish
3. In terms of not documenting concerns, do advise cust to make sure listed concerns are on RO, as custs are 
asked to sign paper after visit. It is considered a legal document
4. For buyback review, would have to escalate case. My general understanding is buyback is something that is 
offered in accordance with state’s LL. Offered in situations where veh has had multiple repair attempts for a verified 
defect that has still not been able to be repaired or veh has been down at dlr for unreasonable amount of time 
(30+days), resulting in warranty repair
5. Currently, the documented svc history for your veh is only 1 visit for concern dated 2/20/18, resulting in CND. At 
this time, based on documented svc history, I believe buyback is not something Kia would be offering since only 1 
day down/1 visit/CND
***CUST DISCONNECTED CALL***

***  Phone - Call - Outbound created on 06/12/2018 17:48:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Farah Velasquez ***
ECR contacted cust-LVM

Wrt states:
1.  Phone call must have dropped
2. Just wanted to continue discussing concerns
3. Kia’s main obligation is to repair veh under terms of your warranty. Would need veh brought back in to dlr for 
diag
4. I can discuss case with technical resources here at corporate to assess concern & how to move forward
5. Please let me know if you require any assistance

***  Phone - Call - Outbound created on 06/18/2018 08:24:15 (GMT-08:00) Pacific Time (US & Canada) and 
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Best Regards,

*** Case note has been appended from duplicated auto-case on 06/26/2018 01:02:52 (PST)
----------------------------------------------------------
Comments from Service Alert - TL                          
----------------------------------------------------------
Dealer : North County Kia
Technician : SALVADOR ALVAREZ
Service Manager : Greg Meer
Dealer Phone : 
DPSM : Robert Leal
Vehicle Model : OPTIMA LX 4CYL AUTO
Model Year : 2017
Mileage : 18907
Initial comments by Technician found in TL Case #  : 
----------------------------------------------------------

[Problem Description]
CUSTOMER STATES THE CAR WILL DIE ON HER AT A STOPLIGHT AFTER ABOUT 10 MINUTES OF DRIVING 
WHILE IDLING AT THE STOP LIGHT THE CAR PROCEEDED TO DIE AND STALL OUT ON HER WHEN THIS 
HAPPENS

[Diagnostics Performed]
I CHECKED FOR CODES IN ALL THE MODULES NO CODES FOUND NOR ANY HISTORY CODES TEST 
DROVE VEHICLE FOR OVER 10 MINUTES VEHICLE DID NOT STALL NOR WANTED TO STALL I WAS 
UNABLE TO DUPLICATE CONCERN

***  07/05/2018 09:24:29 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = To Be Escalated to Queue Western Region Admin by Farah Velasquez
Reason: 

***  07/10/2018 16:31:51 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = Western Region Admin to WIPBin NEW

***  Phone - Call - Inbound commitment created on 07/10/2018 16:32:12 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/13/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound created on 07/11/2018 11:13:16 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Farah Velasquez ***
ECR rec'd call from Greg (svc mgr) CA107 

Greg states:
1. Cust wants to bring veh back in for same concern & is demanding rental 
2. Should I just get a flight recorder?
3. Concern is always CND & cust has expressed to me she wants to keep bringing veh in to qualify for LL

Wrt states:
1. I no longer own case, cust is under LL review
2. Yes, please request flight recorder from TL case
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2. Will email you dlr & cust consent forms so you can initiate request

Greg thanked & ended call.

***  Email - External Email Sent created on 07/11/2018 11:18:02 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Farah Velasquez ***
ECR emailed Greg (svc mgr) CA107 flight recorder consent forms

***  Phone - Call - Inbound commitment updated on 07/25/2018 13:39:04 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/27/2018 and updated by  Casey Crowell ***
ECA called cust on primary #:
1. LVM for return call

***  Phone - Call - Inbound commitment fulfilled on 07/25/2018 13:55:07 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/27/2018 closed by  Casey Crowell ***
Inbound from cust:
1.  dlr doesn't seem to care about her anymore
2.  veh keeps cutting off on her
3.  SVCM told her there is nothing she can say to get her out of this car
4. never heard anything about a flight recorder

ECA:
1.  pls describe what's happened thus far
2.  was flight recorder installed.
3. when was veh back at the dlr

Cust:
1 hoping to get the veh back in next weekend.
2.  dlr never notates what she's bringing it in for.  
3. when pressing the gas, it will not move
4.  has to cycle the engine to get it to run properly.
5.  sometimes the dash lights will all illuminate
6.  happens intermittently.
7.  also a burning smell in the veh when turning on the A/C

ECA:
1. will get into contact w/ dlr
2.  will inquire about flight recorder
3.  will discuss w/ them and f/u w/ you.

Cust:
1. sounds good, thanks
2.  I am about ready to drop this veh at the dlr and not pick it up again

***  Phone - Call - Inbound commitment created on 07/25/2018 13:55:43 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/26/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment updated on 07/27/2018 13:03:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/30/2018 and updated by  Casey Crowell ***
built file
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***  Phone - Call - Inbound commitment updated on 07/30/2018 16:40:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/31/2018 and updated by  Casey Crowell ***

***  Phone - Call - Inbound commitment updated on 07/30/2018 16:41:55 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/31/2018 and updated by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 07/31/2018 15:58:09 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/31/2018 closed by  Casey Crowell ***
rcvd' RO review

***  Phone - Call - Inbound commitment created on 07/31/2018 15:59:33 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/01/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment updated on 08/03/2018 12:27:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/03/2018 and updated by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 08/03/2018 16:03:17 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/03/2018 closed by  Casey Crowell ***
From: Crowell, Casey [KMA] 
Sent: Friday, August 03, 2018 4:03 PM
To: 'Greg Meer'
Subject:  - 5XXGT4L33HG  - 

Hi Greg, 

Wanted to get your take on this customer.  

Ms.  claims the vehicle is stalling on her and when she presses the gas, it will hesitate to accelerate at all.  
Have you spoken with her about these concerns?  

Have you had a chance to get a flight recorder installed on her vehicle?

She is asking us for a repurchase, but before I decide, I need to know what we’ve done thus far to determine the 
validity of her claims.

Thanks,

***  Phone - Call - Inbound commitment created on 08/03/2018 16:03:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/06/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment updated on 08/07/2018 09:51:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/08/2018 and updated by  Casey Crowell ***
From: Crowell, Casey [KMA] 
Sent: Tuesday, August 07, 2018 9:51 AM
To: 'Greg Meer'
Subject: RE:  - 5XXGT4L33HG  - 

Hi Greg, 

Just wanted to confirm you received my previous email.
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Sent: Thursday, August 30, 2018 8:51 AM
To: Velasquez, Farah [KMA]
Subject: URGENT MATTER- LEMON VEHICLE Case  (8)

Good morning Farah,

The vehicle has been in Escondido Kia's dealership for 2 weeks as of today with nothing done. I have attached the 
recent communication I've had with the general manager (which has gotten me nowhere). I have already been 
rear-ended in the vehicle due to the issues. I will not be retrieving the vehicle is fixed or I am offered a new vehicle 
from the lot that is not a Kia brand. I have spent a extensive amount of time coming back and forth to this 
dealership for the last 9 months and absolutely nothing has been done. Again, I do have legal representation if I 
keep receiving the run around. My life is in jeopardy as well as my four year child having to keep driving this vehicle 
around.

If possible, can you please send me contact information on whom can handle this situation in the appropriate 
matter since the dealership is not handling it.

 
On Thursday, August 30, 2018 8:23 AM,  wrote:

Good morning Mike,

I received a voicemail last Friday 8/24 after 5:30PM from someone named “Shelly” or “Shelby” in the service 
department regarding my vehicle & the flight recorder saying the vehicle was not ready to be picked up just yet. She 
called again Monday 8/27 static the vehicle had he flight recorded installed and was ready for pick up. I explained to 
her my work schedule is hectic and I would have to get back on when I would be able to retrieve my vehicle back. I 
did let her know my concerns in which I also emailed you, regarding if the vehicle has been driven while it’s been at 
the dealership without the flight record and with it now that it is installed. She said she would follow up with me to le  
me know if either had been done I haven’t received a call back yet so I called in this morning & spoke to some by 
the name Robert (who  as extremely). I advise him I needed the vehicle dropped off to me (like Adrian Aguirre had 
someone do before). I inquired with him as well my concern about the vehicle being driven he told me the vehicle 
won’t be driven because “Kia” wants me to pick it up and drive it on my own. He was more concerned about me 
paying for the flight recorded rather then my vehicle and it’s state. I’ve had constant inconvenience with taking off 
work and driving back and forth to Escondido for this vehicle.  I was Also told the flight record would be only 
installed for 2 weeks which is absolutely ridiculous. If you could also forward me information on someone I can 
speak to within Kia so that I can get into another vehicle because my safety and my child’s safety is in constant 
jeopardy. I do not want the vehicle back into the issue is fixed and I will have having my lawyer constant you guys to 
follow through the next steps. 

Also, the repair order does need to list....
- the vehicle jerks, intermittently stops/looses power with icons popping up on the dashboard
- the vehicle has white smoke/smoke smell coming out of the vents after the vehicle 
- the vehicle issues “can’t be duplicated”/codes don’t appear when the vehicle hooked

I also need the order to be emailed me to if possible. 

Thank you. 

On Aug 16, 2018, at 4:43 PM, Mike Shackelford <mshackelford@northcountykia.com> wrote:
Hi 
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Good news…we were able to get a “flight recorder” (as we call it) from Kia to plug into your car and record what’s 
going on with it.  It should be here in a few days, so once it’s here, we will plug it into your vehicle and have you 
drive it for a couple of days, or until it does what it’s been doing.  Once that happens, the recorder will record the 
computer activity of the vehicle and then we will know exactly what’s going on with it.
 
In the meantime, just keep driving the loaner.  Once we get it in, I’ll call you and we can swap out for a few days 
again.
 
Thanks for your patience.  Looks like we are zeroing in on the problem!
 
Thanks,
 
Mike Shackelford
General Manager/Partner
North County Kia
760-745-4542
 
From:  
Sent: Wednesday, August 15, 2018 8:53 PM
To: Mike Shackelford <mshackelford@northcountykia.com>
Cc: Christopher Galazen <cgalazen@northcountykia.com>; Camille Santoro <camilles@autogrp.com>
Subject: URGENT MATTER- LEMON VEHICLE
 
Good evening,

I am contacting you in regards to a leased 2017 Kia Optima that I traded in 6/26/17 to Adrian Aguirre at the North 
county Kia location.

There has been multiple times since February of 2018 this vehicle has intermittently lost power and shut down at 
intersections resulting in one minimal rear ending accident, vehicle jerks and stalls while stopped and has had a 
burning smell come through the vents. I have brought in more then several times to the advisor “Victor” whom has 
not correctly documented the issues reported on the vehicle and has also illegally changed/tampered with have 
mileage of the vehicle. Each time the vehicle is bought in the staff is not concerned about the state of the vehicle of 
the safety of me the consumer. I have been turned away multiples times from the sales manager, the service 
manager has not been any help either. The only two people who did go the extra mile is Camille and Chris. I fear 
for my safety, my child’s safety and any other passenger I have in my vehicle because of the constant issues. My 
2011 Kia Optima had the same issue which ended up being apart of the huge recall and the sales people were so 
pushy and convincing I would have no issues with a newer vehicle. 

I have retained a attorney for these in going issues but I really prefer to leave any legal activity out of situation. I 
know longer feel safe in this vehicle and I am willing to leave it here if the issue cannot be fixed or taken seriously. 

The vehicle is being left here at the dealership tonight and I will be placed in a loaner. I tried to speak with the sales 
manager whom acted as if he was annoyed and uninterested in the situation.

If someone could please follow up with me at their earliest convenience to troubleshoot and resolve this issue. If it 
can’t be solved I will go ahead with legal action and leave the vehicle in your possession.
<image001.jpg>

FURTHERMORE; these are the icons that keep appearing when the vehicle powers off.
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Subject: RE: 5XXGT4L33HG   - Flight Recorder Status

Yes my General manager convinced her to give us the signatures that we needed. We are expecting the car back 
09/10/18

***  Phone - Call - Inbound commitment created on 09/06/2018 08:46:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/11/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment updated on 09/11/2018 09:48:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/13/2018 and updated by  Casey Crowell ***
per TL - flight recorder inconclusive

***  Phone - Call - Inbound commitment updated on 09/13/2018 08:55:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/19/2018 and updated by  Casey Crowell ***
TL recommended cust drive veh 1 more week to gather info as of 9/11/18

***  Phone - Call - Inbound commitment fulfilled on 09/20/2018 09:13:30 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/19/2018 closed by  Casey Crowell ***
per TL - flight recorder pulled no data.  Shipping flight recorder back and customer taking veh

***  Email - External Email Received created on 09/20/2018 09:13:32 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Casey Crowell ***
From:    
Sent: Monday, September 17, 2018 12:13 PM
To: Crowell, Casey [KMA]
Subject: Re: Kia Case - 

Good afternoon Casey,

Things with the dealership especially the new service have not be any better. The new adviser is extremely rude 
and is not one bit concerned abut rectifying the issue with my vehicle. They want me to bring my vehicle back for 
the 3rd time in a matter of a month to look at the results of the flight recorder that I was not advised on how to use 
until I retrieved my vehicle last week. I have been provided with several loner vehicles this last month even 
displaced out of one because the dealership was desperate to sell it. Now they telling me I have to get into a rental 
vehicle and provide a credit card to pay for it which is not something that has ever been advised to me. The 
dealership or the management there has made this issue for me an ongoing nightmare and I cannot be without a 
vehicle. I do not use credit cards so I have no other options for transportation.

Is there anything that can be done to get me into a regular loaner vehicle like I have been provided with for the last 
month?

Thank you.

***  Email - External Email Sent created on 09/20/2018 09:14:08 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Casey Crowell ***
From: Crowell, Casey [KMA] 
Sent: Thursday, September 20, 2018 9:11 AM
To: '  
Subject: RE: Kia Case - 
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Ms.  

My apologies for the experience you’ve had with the vehicle and dealer thus far.  We cannot force the dealer or 
rental agency  to waive the deposit for the vehicle.  If the dealer does not have a loaner available, then they typically 
must provide the rental – which requires that deposit.  Have you consulted with them to determine if there is 
anything else they can do to provide a different means of transportation?  

I’m not in a position to force them into waiving the deposit, as that is likely the rental company imposing that 
requirement.  However, if the dealer can obtain a loaner, that would be your best bet.  

***  Phone - Call - Inbound commitment created on 09/20/2018 09:14:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/21/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment created on 09/20/2018 09:14:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/24/2018 and created by  Casey Crowell ***
pending response

***  Phone - Call - Inbound commitment updated on 09/24/2018 15:04:25 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/25/2018 and updated by  Casey Crowell ***
From: Crowell, Casey [KMA] 
Sent: Monday, September 24, 2018 3:02 PM
To: 'Robert Torres'
Subject: RE: 5XXGT4L33HG   - Flight Recorder Status

Hi Robert, 

Were there any findings w/ Ms.  vehicle?  Has she been given the vehicle back?

***  Phone - Call - Inbound commitment fulfilled on 09/25/2018 11:20:43 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/25/2018 closed by  Casey Crowell ***
From: Robert Torres [mailto:robertt@northcountykia.com] 
Sent: Monday, September 24, 2018 3:22 PM
To: Crowell, Casey [KMA]
Subject: RE: 5XXGT4L33HG   - Flight Recorder Status

She has her vehicle. No findings, customer stated that the concern did not happen while she had the flight recorder 
installed. 

***  Phone - Call - Inbound commitment created on 09/25/2018 11:21:28 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/27/2018 and created by  Casey Crowell ***

***  Phone - Call - Inbound commitment fulfilled on 09/27/2018 10:48:15 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/27/2018 closed by  Casey Crowell ***
From:    
Sent: Thursday, September 20, 2018 12:06 PM
To: Crowell, Casey [KMA]
Subject: Re: RE: Kia Case - 

They have been extremely rude especially the new service manager that they have hired. He has called me a liar 
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and said I wont be getting rid of the vehicle/it won't be fixed.
So I have officially retained legal representation so you guys will be receiving that information if you already have 
not.

The last 4 times I have had to take my vehicle in for the same issue, it was never a problem with them giving me a 
loaner suddenly they want to make it more difficult and inconvenient on the consumer. This dealership definitely 
needs to be under investigation for the way they operate business and treat their customers.
Thank you

***  09/27/2018 10:48:37 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Casey Crowell with Resolution Code : Concerns Recorded
[Resolution Summary]
Cust sought atty - pending docs
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customer disconnected call

<For Internal Use Only 
Writer approved 1 day in rental>

***  Phone - Call - Inbound created on 06/26/2018 13:12:56 (GMT-07:00) Arizona and created by  Amanda Cromer 
***
Writer called customer @  
1. Introduced self
2. advised customer wrt approved rental for one day
3. asked customer if dlr has contacted him in regards to a rental for one day

customer states:
1. yes, I am at enterprise right now
2. I forgot my CC.

writer states:
1. apologized
.2 advised customer Enterprise's incidentals policy is why they are requesting a CC.
3. advised customer Kia can not change Enterprise's rental policy because they are independently owned and 
operated

custoemr states:
1. okay thank you

***  Phone - Call - Inbound commitment created on 06/26/2018 13:16:19 (GMT-07:00) Arizona with Commitment 
Date 06/28/2018 and created by  Amanda Cromer ***

***  Phone - Call - Inbound commitment fulfilled on 07/10/2018 13:44:41 (GMT-07:00) Arizona with Commitment 
Date 06/28/2018 closed by  Amanda Cromer ***

***  Phone - Call - Inbound created on 07/10/2018 13:44:42 (GMT-07:00) Arizona and created by  Amanda Cromer 
***
Writer called customer @ : LEft VM
1. Introduced self
2. adv cust calling to follow up on veh 
3. adv cust to call back with further questions or concerns
4. gave case#, KCA#

***  07/10/2018 13:45:52 (GMT-07:00) Arizona ***
Closed by Amanda Cromer with Resolution Code : Information Given
[Resolution Summary]
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Case History

***  08/14/2018 10:05:05 (GMT-08:00) Pacific Time (US & Canada) ***
Contact =   Priority = Management Special, Sub Status = Working

***  Email - External Email Received created on 08/14/2018 10:01:39 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Brecon Crosby ***
NCA was forwarded customer email below:

From:  
Sent: Thursday, August 09, 2018 1:13 PM
To: Holt, Bradley (Brad) [KMA]
Cc: 
Subject: FW: Ft Lauderdale Fire

Hi Brad, 

Reporting a thermal incident on 5XXGT4L33HG , located in Ft Lauderdale. Current mileage is approximately 
36,200. We can provide more pictures if necessary. 

John Parker is the contact person there, his info is in the chain below. 

Can you arrange an inspection? 

John Jameson
Manager, Warranty Operations
The Hertz Corporation
14501 Hertz Quail Springs Parkway
Oklahoma City, OK 73134
Office: 405-775-3355
Cell: 405-416-0828
Fax: 405-979-1866
jjameson@hertz.com

***  08/14/2018 10:06:58 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Inbox/Need To Call of Jeff Stroup by Brecon Crosby
Reason: 

***  08/15/2018 07:58:44 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1. Intro Calls of Ryan Ristow by Jeff Stroup
Reason: 

***  Others - Others commitment created on 08/15/2018 09:36:50 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/22/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 08/15/2018 09:37:07 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/17/2018 and updated by  Ryan Ristow ***

***  08/15/2018 09:37:16 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  Others - Others commitment fulfilled on 08/17/2018 12:47:55 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/17/2018 closed by  Ryan Ristow ***
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Wrt reviewed with the KMA engineer.
1. get location.
2. get accident details.

***  Phone - Call - Outbound created on 08/17/2018 12:48:05 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for .

***  Phone - Call - Inbound commitment created on 08/17/2018 12:48:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/22/2018 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 08/22/2018 13:50:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/22/2018 closed by  Ryan Ristow ***
Wrt sent email to the rep and requested the location of the vehicle.

***  Email - External Email Received created on 08/22/2018 13:51:12 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
From: John J. Dolobach 
Sent: Thursday, August 09, 2018 2:59 PM
To: John C. Jameson
Cc: John M. Parker
Subject: FW: Ft Lauderdale Fire

John,

We need the OEM to inspect for defects.

 

John J Dolobach
Southeast Region Maintenance Manager
The Hertz Corporation |16070 Chamberlin Parkway
Phone: 239-768-2048 | Mobile: 281-808-6504
jdolobach@hertz.com | www.hertz.com

From: John M. Parker 
Sent: Thursday, August 09, 2018 3:49 PM
To: John J. Dolobach; Robert Mccauley; Geoffrey Cobbold; John R. Scouten; Michelle M. Hall; Adrian M. Davis
Cc: Mark K. Mcbee; Michael S. Naylor; Brodrick N. Williams; Ludgero Coelho; John C. Jameson
Subject: RE: Ft Lauderdale Fire

Pictures and Work Order history of the vehicle attached. 

John Parker
Area Maintenance Manager
The Hertz Corporation 
1950 NE 7th AVE Dania FL, 33004
954-712-5280
jparker@hertz.com
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From: John J. Dolobach 
Sent: Thursday, August 09, 2018 2:14 PM
To: Robert Mccauley <rmccauley@hertz.com>; Geoffrey Cobbold <gcobbold@hertz.com>; John R. Scouten 
<JScouten@hertz.com>; Michelle M. Hall <mmhall@hertz.com>; Adrian M. Davis <adavis@hertz.com>
Cc: Mark K. Mcbee <MMcBee@hertz.com>; Michael S. Naylor <mnaylor@hertz.com>; Brodrick N. Williams 
<brodrick.williams@hertz.com>; Ludgero Coelho <lcoelho@hertz.com>; John M. Parker <jparker@hertz.com>
Subject: RE: Ft Lauderdale Fire

We will be reaching out to John Jameson in OKC to get the OEM out to inspect the vehicle after we review the 
maintenance history file.

 

John J Dolobach
Southeast Region Maintenance Manager
The Hertz Corporation |16070 Chamberlin Parkway
Phone: 239-768-2048 | Mobile: 281-808-6504
jdolobach@hertz.com | www.hertz.com

From: Robert Mccauley 
Sent: Thursday, August 09, 2018 2:10 PM
To: Geoffrey Cobbold; John R. Scouten; Michelle M. Hall; Adrian M. Davis
Cc: Mark K. Mcbee; Michael S. Naylor; Brodrick N. Williams; Ludgero Coelho; John M. Parker; John J. Dolobach
Subject: RE: Ft Lauderdale Fire

I am copying John Parker and John Dolobach to bring them in the loop. Also Adrian Davis my Ops Director who 
witnessed most of the event.

Adrian, please get the statement as Geo has requested below from the employee that was driving the vehicle.

Robert McCauley

General Manager 
Hertz / Dollar / Thrifty  
Ft Lauderdale, FL
954-712-5225
rmccauley@hertz.com

 

From: Geoffrey Cobbold 
Sent: Thursday, August 09, 2018 2:05 PM
To: Robert Mccauley <rmccauley@hertz.com>; John R. Scouten <JScouten@hertz.com>; Michelle M. Hall 
<mmhall@hertz.com>
Cc: Mark K. Mcbee <MMcBee@hertz.com>; Michael S. Naylor <mnaylor@hertz.com>; Brodrick N. Williams 
<brodrick.williams@hertz.com>; Ludgero Coelho <lcoelho@hertz.com>
Subject: RE: Ft Lauderdale Fire

Thanks for the information Robert. I’m glad that no one was injured. Let’s engage fleet maintenance as well to 
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assist with the investigation – we will need  to review the incident vehicle’s maint. records for the past 3 - 6 months 
or so. We will also need the involved employee or witness statement on the page 3 of SAIR. If any fire exts were 
used, please replace asap. 

Michael, please investigate the incident wash bay for any contributing factors as well to help find root cause. Let 
John or I know if you have questions. Thanks.    

 

Geoffrey (Geo) Cobbold
Region Safety Manager

C:612-719-7796
O:847-759-7436
Fax: 866.888.4798
gcobbold@hertz.com | safetyteam@hertz.com

The Hertz Corporation 
2170 S. Mannheim Rd.,
Des Plaines, IL 60018
 

From: Robert Mccauley 
Sent: Thursday, August 09, 2018 12:48 PM
To: John R. Scouten; Michelle M. Hall
Cc: Geoffrey Cobbold; Mark K. Mcbee; Michael S. Naylor
Subject: RE: Ft Lauderdale Fire

No injuries at all. It was not a defueling issue. The VSA was driving the vehicle through the car was and as he came 
out of the was the vehicle jerked and the VSA saw smoke coming from the hood area. He got out of the vehicle and 
within minutes it was fully in flames. Looks like at this time the only damage was to the vehicle although the fire did 
scorch the floor and ceiling of the rental car facility.  We are operating in the area but all 3 car washes are down as 
we have to have them pumped out due to the foam the fire department used to put out the fire.

Robert McCauley

General Manager 
Hertz / Dollar / Thrifty  
Ft Lauderdale, FL
954-712-5225
rmccauley@hertz.com

 

From: John R. Scouten 
Sent: Thursday, August 09, 2018 12:17 PM
To: Michelle M. Hall <mmhall@hertz.com>; Robert Mccauley <rmccauley@hertz.com>
Cc: Geoffrey Cobbold <gcobbold@hertz.com>; Mark K. Mcbee <MMcBee@hertz.com>; Michael S. Naylor 
<mnaylor@hertz.com>
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Subject: FW: Ft Lauderdale Fire
Importance: High

Hi Michelle/ Robert,

Firstly, any people injured?  How much damage?  What is initial suspect cause?  Defueling related?  Is area still 
occupied?

We’ll need to perform an investigation (SAIR), and alert the HCM folks.

Can we start with some pictures?

Thanks,
John

 
JOHN SCOUTEN
Region Safety Manager - Canada
O:   604-606-3718
M:  778-789-6659
jscouten@hertz.com | safetyteam@hertz.com 

The Hertz Corporation
3846 McDonald Road
Richmond, BC V7B 1L8
 

From: Geoffrey Cobbold 
Sent: Thursday, August 9, 2018 9:05 AM
To: John R. Scouten <JScouten@hertz.com>
Subject: Fwd: Ft Lauderdale Fire
Importance: High

Hey John, 
Can you pls reach out to Michelle to assist? Have this thing going on at Region office and will be available in about 
an hr. 

 

Geoffrey ( Geo ) Cobbold 
Region Safety Manager
The Hertz Corporation 
Des Plaines, IL 
Office: 847.759.7436
Mobile: 612.719.7796
gcobbold@hertz.com 

Sent from my Verizon Wireless 4G LTE smartphone
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-------- Original message --------
From: "Michelle M. Hall" <mmhall@hertz.com> 
Date: 08/09/2018 10:19 AM (GMT-06:00) 
To: Robert Mccauley <rmccauley@hertz.com>, Geoffrey Cobbold <gcobbold@hertz.com> 
Cc: "Mark K. Mcbee" <MMcBee@hertz.com>, "Michael S. Naylor" <mnaylor@hertz.com> 
Subject: Ft Lauderdale Fire 
Good morning Geo,
 
There was a fire at the Ft Lauderdale AP in the QTA in one of the wash bays.  What does Robert need to do or 
report this to?
 
Please advise.
 
Thank you.
-Michelle
 
Michelle M. Hall
Southeast Region Director of Business Performance
Six Sigma Greenbelt Certified
Compliance Ambassador
 
O:  407-888-5478
M:  863-514-6631
mmhall@hertz.com
 
The Hertz Corporation
5400 Butler National Drive
Orlando, FL 32812
 
 
 
 
--------------- This message (including attachments) may contain information that is privileged, confidential or 
protected from disclosure. If you are not the intended recipient, you are hereby notified that dissemination, 
disclosure, copying, distribution or use of this message or any information contained in it is strictly prohibited. If you 
have received this message in error, please immediately notify the sender by reply e-mail and delete this message 
from your computer. Although we have taken steps to ensure that this e-mail and attachments are free from any 
virus, we advise that in keeping with good computing practice the recipient should ensure they are actually virus 
free. --------------- 

***  Phone - Others commitment created on 08/22/2018 13:51:54 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/24/2018 and created by  Ryan Ristow ***

***  Phone - Others commitment fulfilled on 08/27/2018 08:26:18 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/24/2018 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineer:
1.Pending date

***  Others - Others commitment created on 08/27/2018 08:26:39 (GMT-08:00) Pacific Time (US & Canada) with 
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Commitment Date 08/31/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 09/04/2018 10:04:20 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/31/2018 closed by  Ryan Ristow ***

***  Others - Others commitment created on 09/04/2018 10:04:38 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/07/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 09/04/2018 09:42:41 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/11/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 09/04/2018 09:42:41 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/17/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 09/17/2018 12:40:32 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/17/2018 and updated by  Ryan Ristow ***
Wrt contacted KMA engineers requested update on inspection date:
1. KMA engineers informed wrt that they will reach out soon with updated information.

***  Others - Others commitment updated on 09/17/2018 12:40:41 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/21/2018 and updated by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 09/18/2018 15:27:56 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 09/21/2018 closed by  Ryan Ristow ***
Wrt received inspection date of 10/4/18.

***  Email - External Email Sent created on 09/18/2018 15:28:05 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Hello All,

I have received confirmation from the KMA engineers. Our engineer  will be available to inspect the vehicle 
10/04/18. Let me know if you have any questions.

Best,

***  Others - Others commitment created on 09/18/2018 15:29:55 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/04/2018 and created by  Ryan Ristow ***

***  Others - Others created on 10/02/2018 16:38:26 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Tread Review Completed.

***  Others - Others commitment created on 09/18/2018 15:29:38 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/09/2018 and created by  Ryan Ristow ***

***  Others - Others commitment created on 09/18/2018 15:29:38 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/12/2018 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 10/12/2018 09:19:00 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/16/2018 and updated by  Ryan Ristow ***
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Inspection completed 10/5/18

***  Others - Others commitment created on 09/18/2018 15:29:38 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/23/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 10/23/2018 16:40:35 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/23/2018 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineer:

Preliminary results of our inspection indicate that the area of origin is the passenger compartment and the cause is 
undetermined.

***  Others - Others commitment created on 10/23/2018 16:40:59 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/24/2018 and created by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 10/24/2018 14:38:48 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 10/24/2018 closed by  Ryan Ristow ***
Wrt reviewed with the CAFOM.

***  Email - External Email Sent created on 10/24/2018 14:40:39 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Hi John,

I have reviewed this case with our engineer. The cause of the vehicle fire was undetermined, but I am happy to 
review for possible good will assistance. Could you send me the sales agreement you have for the vehicle?

Best,

***  Email - External Email Received commitment created on 10/24/2018 14:41:14 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 10/31/2018 and created by  Ryan Ristow ***

***  Email - External Email Sent created on 10/24/2018 14:41:41 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Could you also send a copy of the title of the vehicle?
Best,

***  Email - External Email Received commitment updated on 10/31/2018 13:34:42 (GMT-08:00) Pacific Time (US 
& Canada) with Commitment Date 10/31/2018 and updated by  Ryan Ristow ***
Title and sales agreement received. Wrt requested info regarding lien holder.

***  Email - External Email Received commitment created on 10/24/2018 14:40:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/06/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment updated on 11/06/2018 16:15:25 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/09/2018 and updated by  Ryan Ristow ***

***  Email - External Email Received commitment created on 10/24/2018 14:40:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/14/2018 and created by  Ryan Ristow ***
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***  Email - External Email Received commitment created on 10/24/2018 14:40:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/19/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment created on 10/24/2018 14:40:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 11/28/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment created on 10/24/2018 14:40:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/03/2018 and created by  Ryan Ristow ***

***  Email - External Email Received created on 12/03/2018 14:48:20 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Ryan Ristow ***
Ryan, we have a POA with BNY bank to release liens once we receive the funds. Morley is more than  familiar with 
our processes.
Jerry Ross
Director Warranty and Recall Administration
The Hertz Corporation | 14501 Hertz Quail Spring Pkwy, OKC, OK. 73134
Phone: 405-775-3301| Mobile: 405-476-6492
jross@hertz.com | www.hertz.com

Ryan, can you please provide status on our request for goodwill assistance. Thanks

Jerry Ross
Director Warranty and Recall Administration
The Hertz Corporation | 14501 Hertz Quail Spring Pkwy, OKC, OK. 73134
Phone: 405-775-3301| Mobile: 405-476-6492
jross@hertz.com | www.hertz.com

***  Email - External Email Sent created on 12/03/2018 14:48:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Jerry,

I apologize for the delay. Thanks for following up. I will have the goodwill offer put together for you soon.

Best,

***  Email - External Email Received commitment fulfilled on 12/03/2018 14:57:12 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/03/2018 closed by  Ryan Ristow ***

***  Email - External Email Sent commitment created on 12/03/2018 14:57:30 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/04/2018 and created by  Ryan Ristow ***

***  Email - External Email Sent commitment fulfilled on 12/03/2018 16:01:50 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/04/2018 closed by  Ryan Ristow ***
Jerry,

I was able to review all the information. I can offer to repurchase the vehicle for $13,000.00.

Best,
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***  Email - External Email Received commitment created on 12/03/2018 16:02:10 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/10/2018 and created by  Ryan Ristow ***

***  12/03/2018 16:56:31 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin A2. Inspections and Sub Status of Assigned

***  Email - External Email Received commitment created on 12/03/2018 16:01:53 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/13/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment updated on 12/13/2018 11:07:04 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/13/2018 and updated by  Ryan Ristow ***
Hello All,

Just wanted to follow up on this.  Let me know and I can send the release.

Best,

***  Email - External Email Received commitment updated on 12/13/2018 11:07:12 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 and updated by  Ryan Ristow ***

***  Email - External Email Received commitment updated on 12/13/2018 11:18:57 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 and updated by  Ryan Ristow ***
John/John, are we good with $13K?

***  Email - External Email Received commitment updated on 12/13/2018 11:19:03 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 and updated by  Ryan Ristow ***
Yes sir

***  Email - External Email Received commitment updated on 12/13/2018 11:19:12 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 and updated by  Ryan Ristow ***
Thanks for the update, please see the attached release,

Best,

***  Email - External Email Received commitment created on 12/13/2018 11:19:55 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 12/18/2018 15:38:18 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 closed by  Ryan Ristow ***
Signed release attached. Wrt submitted VRS 

***  Others - Others commitment created on 12/18/2018 15:38:40 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/29/2019 and created by  Ryan Ristow ***

***  Email - External Email Received commitment fulfilled on 12/20/2018 11:24:14 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 12/20/2018 closed by  Ryan Ristow ***

***  01/04/2019 10:27:14 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 2. Pending Customer Callback and Sub Status of Assigned
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***  Others - Others commitment fulfilled on 01/09/2019 14:24:06 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/29/2019 closed by  Ryan Ristow ***
Check sent to Morley this day.

***  Others - Others commitment created on 01/09/2019 14:24:29 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/16/2019 and created by  Ryan Ristow ***

***  Others - Others commitment updated on 01/14/2019 13:00:41 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/22/2019 and updated by  Ryan Ristow ***

***  Others - Others commitment fulfilled on 01/22/2019 11:40:32 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/22/2019 closed by  Ryan Ristow ***
Vehicle surrender complete.

***  01/22/2019 11:40:52 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Ryan Ristow with Resolution Code : Information Given
[Resolution Summary]
Case closed pending further contact.

***  03/20/2019 12:21:41  ***
Reopened by Ashley Vazquez with Sub Status of Working

***  03/20/2019 12:22:13  ***
Inspection requested by KMA62020
Request Code: PLLegal-- 32019
Request Details: 

***  03/20/2019 15:40:42  ***
Closed by Ashley Vazquez with Resolution Code : Information Given
[Resolution Summary]
Case closed pending further contact.
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***  11/14/2018 15:46:42 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 11/14/2018 14:51:39 (GMT-07:00) Arizona and created by  David Holly ***
Cust states:
1 I am having a lot of issues 
2 The radio is all messed up the microphone doesn't work 
3 I have never had the windows down but the motor in the window is burnt 
4 the carpet has also started to come up and the dealer said it wouldn't be covered and to call you
5 They are replacing the window motor and they said they will look into the Bluetooth issue when I come in for the 
motor 
6 I want to know why the carpet isn't covered 

Writer states:
1 apologize
2 I reached out to the dealer and left a VM 
3 I will follow up with answers once I speak to the dealer 
4 provided case# and 800#

Cust states:
1 no that's not okay 
2 I am going to hire an attorney 
3 this vehicle has to many defects 
4 i refuse to pay this much for a car that is obviously defective

****Cust hung up 

****Writer called cust back and the phone picked up and disconnected

writer states:
1 Called GA070 no answer writer left a VM with dan SM
2 Calling for RO information 
3 provide name ext # and case # Customers name vin# 800#
4 thank you

***  Phone - Call - Inbound commitment created on 11/14/2018 15:47:21 (GMT-07:00) Arizona with Commitment 
Date 11/15/2018 and created by  David Holly ***

***  11/29/2018 12:10:34 (GMT-07:00) Arizona ***
Dispatched from WIPBin default to Queue Callcenter by Brenda Hernandez

***  12/03/2018 13:21:57 (GMT-07:00) Arizona ***
Accepted from Queue Callcenter to WIPBin Default by Justina Sinclair

***  12/03/2018 13:23:01 (GMT-07:00) Arizona ***
Dispatched from WIPBin Default to Queue ZZ Mariella Campos by Justina Sinclair

***  12/05/2018 09:18:17 (GMT-07:00) Arizona ***
Accepted from Queue ZZ Mariella Campos to WIPBin Default by Mariella Campos

***  Phone - Call - Inbound commitment fulfilled on 12/05/2018 10:50:35 (GMT-07:00) Arizona with Commitment 
Date 11/15/2018 closed by  Mariella Campos ***
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Dan states
1 window motor being replaced under warranty
2 not sure what to do about the carpet issue
3 tail lights is customer pay due to outside influences

writer states
1 will notate case for CM

Dan states
1 ok thank you 

***  Phone - Call - Outbound created on 12/21/2018 14:25:07 (GMT-07:00) Arizona and created by  Mariella 
Campos ***
Wrt called cust,   @  - Call Fails- Not able to leave VM 

*** Case  is sent on 12/21/2018 13:26:38 by Mariella Campos 
To: jbruton@kiausa.com 
Cc: mcampos@kiaconsumeraffairs.com 
Title: NO ACTION REQUIRED - Case Escalation:GA070,  

***  Note - Others created on 12/21/2018 14:26:42 (GMT-07:00) Arizona and created by  Mariella Campos ***
Dispatching to ECR:

1. Cust states driver rear window does not roll up/down, taillights burn out, carpet coming up from console 
2. Cust cited attorney 
3. Cust not advised to expect ECR callback 
4. Veh scheduled to return to dlr 
5. Please review and follow up accordingly

***  Phone - Call - Inbound commitment fulfilled on 12/21/2018 14:29:19 (GMT-07:00) Arizona with Commitment 
Date 12/14/2018 closed by  Mariella Campos ***

***  12/21/2018 14:30:01 (GMT-07:00) Arizona ***
Dispatched from WIPBin = Working to Queue Southern Region ECR by Mariella Campos
Reason: 

***  12/26/2018 06:42:43 (GMT-07:00) Arizona ***
Accepted from Queue Southern Region ECR to WIPBin Friday-1 by Randy Chacon

***  12/26/2018 06:57:43 (GMT-07:00) Arizona ***
Case moved into WIPBin Friday-1 and Sub Status of Working

***  12/26/2018 07:59:24 (GMT-07:00) Arizona ***
Assigned to WIPBin Default of Tammy Shamburger by Randy Chacon
Reason: 

***  12/27/2018 15:05:08 (GMT-07:00) Arizona ***
Case moved into WIPBin Default and Sub Status of Assigned
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***  Phone - Call - Inbound created on 12/28/2018 13:15:08 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Writer called customer at  and number is disconnected or no longer in service. Try the number 
again. 2X

***  Phone - Call - Inbound created on 12/28/2018 13:16:54 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Emailed customer and email was undeliverable.

***  Phone - Call - Outbound commitment created on 12/28/2018 13:20:51 (GMT-07:00) Arizona with Commitment 
Date 01/03/2019 and created by  Tammy Shamburger ***
And ask dlr if we are waiting for a window motor? And why is the carpet not covered.

***  Note - Others created on 01/09/2019 07:54:49 (GMT-07:00) Arizona and created by  Thomas Morales ***
Fire TREAD Complete; removed Fire from TREAD

***  01/09/2019 07:56:06 (GMT-07:00) Arizona ***
Assigned to WIPBin Default of Tammy Shamburger by Thomas Morales
Reason: 

***  01/14/2019 06:23:27 (GMT-07:00) Arizona ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Phone - Call - Outbound created on 01/14/2019 15:21:37 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Writer called Herb at dealer
Herb states
1 she miss appt last week and they did not show up the week before that.
2. . phone for her is,  which i believe is her cell phone. 
3 we have the window motor in but she keeps missing appt. 
4 we would have to address the carpet with our DPSM but we just need her back in for us to address the BT, and 
carpet. 
writer states
1 ok will call her and see if she will come in for you. 
2 thank you. 

***  Phone - Call - Outbound commitment fulfilled on 01/14/2019 15:44:47 (GMT-07:00) Arizona with Commitment 
Date 01/03/2019 closed by  Tammy Shamburger ***

***  Phone - Call - Outbound created on 01/14/2019 15:45:45 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Writer called customer at  and stated
1 your case came up to our office for review. 
2 looks like you needed a window motor 
3 did you schedule to go into the dlr yet? 
cust states
1 Ive been sick. Will make maybe an appt next week some time when I feel better. 
wrt states
1 just call the dlr and let them know you are going in so they don't send back your window motor part. 
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2 they only hold it for so long and writer does not know when they received it. 
3. did you have any questions for writer? 
4 did you want me to help you with a f/u. 
cust states
1 don't need to help me with a f/u will get it back to dlr. 
writer states
1 case was sent to us because you mentioned a lawyer
2 apologize for the window problem. Usually a new car would not need one but it can still happen unfortunately. 
cust states
1 I did not hire an attorney, I just was frustrated that a new car should not need a new window motor. 
2 that was it. And I wanted dlr to look at my carpet and BT issue when I do go in there. 
3 I will call you if I need you to follow up. 
4 thank you. call ended

***  01/14/2019 15:54:51 (GMT-07:00) Arizona ***
Closed by Tammy Shamburger with Resolution Code : Concerns Recorded
[Resolution Summary]
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***  12/27/2018 14:57:18 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 12/27/2018 14:57:22 (GMT-07:00) Arizona and created by  Heather Orosco 
***
Customer States :

1. I was having a problem with the car i have 
2. I bought a new vehicle does not have any miles on it 
3. i NEVER seen it on one side the black Trip is messed up little spots 
4.This black trim g=has the burnt spots on it 
5. I went back to the company and told them to trade the Black trim 
6. They are not even talking to me about it 
7. I took the vehicle in today to have a Recall taken care of 
8.They said that they sent pictures 
9. They said that it was the Sun damage

Writer States :
1. Apologized 
2. Case notated with concerns , no open SC'S 
3.Writer will reach out to the dealer to address concerns /complaint
4. Case# KMA 855# EXT#

Customer States :
1. Ok thank you 

***  Phone - Call - Outbound commitment created on 12/27/2018 15:05:42 (GMT-07:00) Arizona with Commitment 
Date 12/28/2018 and created by  Heather Orosco ***
Follow up with dealer ****Complaint Black Trim ****

***  Phone - Call - Outbound commitment updated on 12/28/2018 06:11:43 (GMT-07:00) Arizona with Commitment 
Date 12/28/2018 and updated by  Heather Orosco ***
Writer Called 

1.Spoke to Joe in service 
2.This is a Body Shop ticket 
3. He went on the 19th he went to body shop **passenger bumper seems to be melting
4.Passenger side door mirror seems to be melting also 
5. You would need to speak to the body shop 
6. The SA working on this ticket is currently busy at the moment 
7. Can i take take your information & i will give him the message

Writer States:
1. Following up on Black trim concerns 
2.Writer left message with Joe 
3. Case# KMA 855# EXT#
4. Thank 'd

***  Phone - Call - Outbound commitment updated on 12/28/2018 06:12:08 (GMT-07:00) Arizona with Commitment 
Date 12/31/2018 and updated by  Heather Orosco ***
Follow up Black Trim****complaint
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***  Phone - Call - Outbound commitment updated on 12/31/2018 14:02:55 (GMT-07:00) Arizona with Commitment 
Date 12/31/2018 and updated by  Heather Orosco ***
Writer Called Dealer FL133 @ (813) 322-3000:

Body Shop***

1. Spoke to Dave in Body Shop 
2.The vehicle has been here quite a bit 
3. The SM called me it almost car has gotten heat blasted the bumper and the plastic moldings 
4.He did ask me & he was going to forward over images over to Rep
5. You are going to have to speak to Nick in service

***  Phone - Call - Outbound commitment updated on 12/31/2018 14:03:31 (GMT-07:00) Arizona with Commitment 
Date 01/02/2019 and updated by  Heather Orosco ***
Black Trim****

***  Phone - Call - Outbound commitment fulfilled on 01/10/2019 06:45:04 (GMT-07:00) Arizona with Commitment 
Date 01/10/2019 closed by  Heather Orosco ***
Writer Called Dealer FL133 @(813) 322-3000:

1. Spoke to Nick the Service Manager  
2. It has been declined from DPSM he feels that it is an outside influence 
3. The bumper needed to be replaced & a bunch of trim items 
4.Heat source got to it on that side melted a lot of the black trim on the bumper on the passenger side 
4.$1,700 estimate  ,Mileage 8,505 , R/O# 

***  Phone - Call - Inbound created on 01/10/2019 06:45:07 (GMT-07:00) Arizona and created by  Heather Orosco 
***
Writer Called Customer :

1.Writer left VM 
2. Writer following up regarding Black Trim/due to outside source declined 
3. Writer spoke to Nick the service manager 
4. Questions or concerns please call KMA 855# CASE# EXT#
5. Have a great day

***  01/10/2019 06:48:52 (GMT-07:00) Arizona ***
Closed by Heather Orosco with Resolution Code : Information Given
[Resolution Summary]

***  01/11/2019 12:29:34  ***
Reopened by Myra Davis with Sub Status of Working

***  Phone - Call - Inbound created on 01/11/2019 12:34:26  and created by  Myra Davis ***
cust Mr.  states
1 what did they discover on the vehicle 
2 what was the decision that was made 

writer states
1 apologized, would be happy to look into this for you
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2 assistance was declined by DPSM

Cust states
1 they said they hadnt seen this before

writer states
1 apologized, I understand your concerns
2 that was reviewed by DPSM and they are the one that makes that decision 
3 that was declined

cust states
1 they can decline this all they want
2 new car shouldnt have this on it
3 ts not that bad
4 I'm going to TV station, I want to be sure they got that number
5 what are we going to do

writer states
1 can escalate the escalations team
2 someone will follow up within 2-3 business days

cust states
1 ok thank you 

*** Case  is sent on 1/11/2019 12:36:51 by Myra Davis 
To: rdudley@kiausa.com 
Cc: mydavis@kiaconsumeraffairs.com 
Title: NO ACTION REQUIRED - Case Escalation:FL133,  

***  Note - Others created on 01/11/2019 12:37:20  and created by  Myra Davis ***
*** CALL TO ACTION ***
Customer Disagrees with DPSM Decision
Forwarding to ECR.
1. Customer states black trim is coming off. 
2. FL133 states needs bumper to be replaced on a passenger
3. DPSM has declined GW towards repair. 
4. Dispatching because customer disagrees with DPSM’s decision.    
5. Please review and contact customer as needed.

***  01/11/2019 12:40:32  ***
Dispatched from WIPBin = Default to Queue Southern Region ECR by Myra Davis
Reason: 

***  01/14/2019 08:39:54 (GMT-07:00) Arizona ***
Accepted from Queue Southern Region ECR to WIPBin Friday-1 by Randy Chacon

***  01/14/2019 09:01:03 (GMT-07:00) Arizona ***
Case moved into WIPBin Friday-1 and Sub Status of Working

***  01/14/2019 10:02:41 (GMT-07:00) Arizona ***
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Assigned to WIPBin Default of Tammy Shamburger by Randy Chacon
Reason: 

***  01/17/2019 08:36:26 (GMT-07:00) Arizona ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Phone - Call - Inbound created on 01/17/2019 13:33:34 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Writer called customer at  and LVM 
1. This is Tammy from Kia. 
2 your case forward to Kia Consumer affairs escalation dept. for review. 
3 please call writer back when convenient for you. 
4 left contact info with case#

***  Email - External Email Sent created on 01/17/2019 13:35:43 (GMT-07:00) Arizona and created by  Tammy 
Shamburger ***
Email sent to customer with the same message as VM

***  Phone - Call - Outbound commitment created on 01/17/2019 13:36:58 (GMT-07:00) Arizona with Commitment 
Date 01/23/2019 and created by  Tammy Shamburger ***



Pe19-004 

KIA 

6/28/2019 

DEFECT C 

CA FILES 

OPITIMA 

 

2018 OPTIMA_ACCIDENT 
SCRIPTS_ALLEGED DEFECT 

C_EXPANDED SCOPE 



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?

N/A

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

N/A

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

/2018 20:30:00

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

Damage was front windshield cracked, damage on drivers side,  steering wheel has slight damage, mainly where fuse 
box is, dashboard

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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4:44 PM

B-2) What time was 911 called?

Veh was in parking lot but weather was sunny

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

No

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

Smelled a burning smell, looked in fuse box and saw a wire burned.  Went inside to make a phone call and looked out 
the window and saw the veh om 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?

Had oil changed but no idea when it was changed.

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?

 Philadelphia PA 

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

C-1) Which fire agency responded?

unknown

C-2) What is the fire report number?

Unknown

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?

Replacement car and pay off vehicle

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

***  04/09/2018 16:15:21 (GMT-05:00) Eastern Time (US & Canada) ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 04/09/2018 16:38:07 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Tracey Icenhour ***

  

Cust states
1 Veh caught on fire
2 Bought it at Kia on the Boulevard
3 Called insurance company and they said they needed to see if 3rd party is going to pay or if insurance is going to 
pay
4 5XXGT4L37JG  / 8000
5 On 04/02/18, smelled a burning smell, checked the fuse box and one of the wires were burned
6 Called the dealer and wife and then looked outside and saw the veh was on fire
7 Called fire department
8 Called insurance and filed a claim
9 They are stating it may take a month for the claim to be processed

Wrt states
1 Apologized / no SC
2 Advised will need to gather info and dispatch case to our NCA group
3 Advised NCA group will f/u with cust in 1-2 business days
4 What action are you requesting of Kia? 

Cust states
1 Car is totaled
2 Can you pay off the vehicle?
3 Need a replacement car

Wrt states
1 Who is cust insurance company?

Cust states
1 Progressive Tim (unknown last name) Fire tech Rep 610-249-0520 
2 Claim number 

Wrt states
1 Advised NCA group will f/u with cust in 1-2 business days

Cust states
1 Thank you

Thanked and offered survey

***  Note - Others created on 04/09/2018 16:39:08 (GMT-05:00) Eastern Time (US & Canada) and created by  
Tracey Icenhour ***
Forward to NCA
1 Customer alleges veh caught fire
2 Cust has no idea where veh is at currently.
3 Customer is requesting replacement veh or veh to be paid off.
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4 Please review and follow up accordingly

***  04/09/2018 16:39:41 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = Review for Dispatch to Queue National CA by Tracey Icenhour
Reason: 

***  04/10/2018 08:28:42 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  04/10/2018 09:10:53 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 24/24 of Samuel Kim by Jeff Stroup
Reason: 

***  04/10/2018 11:13:09 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

***  Phone - Call - Outbound created on 04/11/2018 11:14:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called customer and left message:
1. Calling in regards to a 2018 Kia Optima
2. Requested call back
3. Left call back number

***  Note - Others created on 04/11/2018 11:22:50 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
IAA Philadelphia location in Conshohocken, PA. Stock number 

***  04/11/2018 11:24:22 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 4/11 (Wednesday) and Sub Status of Assigned

***  Letter - Letter Sent created on 04/23/2018 15:17:38 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Sent customer call me letter via USPS.

***  04/23/2018 15:18:20 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Letter Sent
[Resolution Summary]
Closing case pending further customer contact.

***  04/24/2018 16:13:06  ***
Reopened with Sub Status of Working

***  Letter - Letter Received created on 04/24/2018 16:21:21  and created by  Jazmin Diaz ***
NCA rec'd letter from Progressive. Letter states:
1. We are in the process of completing an investigation into the cause of this loss. 
2. Please accept this letter as formal notification of out notice of possible subrogation against your company. 
3. Once we have resolved our insured's claim, we will notify you of the findings. 

Attaching to case & dispatching to NCA.

***  04/24/2018 16:23:41  ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
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Reason: 

***  04/25/2018 07:42:58 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  04/25/2018 07:55:46 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 24/24 of Samuel Kim by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 04/25/2018 10:37:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Progressive Insurance and left message for James Dunda (484)714-3335
1. Calling in regards to your claim number 
2. Requested photos
3. Left call back number and email address
4. Once received, we will respond to the invitation request

***  04/25/2018 10:38:39 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

***  04/25/2018 10:59:05 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Pictures / Police Report and Sub Status of Assigned

***  Email - External Email Received created on 04/25/2018 10:59:29 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from James Dunda at Progressive Insurance (james_j_dunda@progressive.com)
Good afternoon,

Thanks for reaching out to me.
Please see the attached photos.

James Dunda
PA Fire/Theft
Progressive Specialty Insurance Company
71 General Warren Boulevard, suite 100
Malvern, Pa 19355
Office:  484-714-3335  / Fax:  610-722-0293 / Email: jdunda1@progressive.com
My Hours of Availability: Monday through Friday 8am – 5pm

***  Note - Others created on 04/25/2018 11:05:04 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Pending response from KMA Engineers

***  Note - Others created on 04/25/2018 13:15:52 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
KMA Engineer to participate in joint inspection.

***  04/25/2018 13:23:16 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Review and Sub Status of Assigned

***  Email - External Email Sent created on 04/25/2018 13:46:31 (GMT-08:00) Pacific Time (US & Canada) and 
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created by  Samuel Kim ***
Sent email to James Dunda at Progressive Insurance (james_j_dunda@progressive.com)
Hi James,

Thank you for the photos. Kia Motors America, Inc. would like to participate in a joint inspection. I have CC’d our 
representative on this email so we can work on a mutual inspection date.

Also by any chance, was there a statement made by the driver? Fire Report?

***  Email - External Email Sent created on 05/03/2018 11:28:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to James Dunda at Progressive Insurance (james_j_dunda@progressive.com)
Hi James,

Any update on this? And FYI, I’ve CC’d our other representative who will be inspecting this vehicle on this email.

***  Email - External Email Received created on 05/03/2018 12:26:25 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from James Dunda at Progressive Insurance (james_j_dunda@progressive.com) and CC'd to Joe 
Herzberg
Good afternoon,

Please feel free to go direct with Joe Herzberg at Sterling/APG to set up the joint exam.
He can be reached at 609-848-3348.

Once a date is set, please let me know as I will need to provide a letter to the salvage vendor to approve access to 
the vehicle.

***  Email - External Email Received created on 05/04/2018 10:18:22 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Writer was CC'd on email sent to Joe Herzberg and CC'd to James Dunda at 
Progressive Insurance (james_j_dunda@progressive.com):
Thanks for the quick response, Joe. Let’s lock that in. 5/16 at 9:30 AM.

James—You have my contact info here, so let us know once the salvage yard has your permission for us to 
inspect?

***  05/21/2018 15:46:13 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Inspection and Sub Status of Assigned

***  Note - Others created on 05/21/2018 15:46:25 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Reviewed case with KMA Enginners:
1. Initial inspection performed by KMA Engineer on 5/16
2. Expert removed fuse box and related components
3. Repurchase vehicle and have removed components towed/shipped to KMA to further investigate

***  Email - External Email Sent created on 05/22/2018 13:53:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Tim Klutchka at Progressive Insurance ( d_klutchka@progressive.com) and CC'd James 
Dunda (james_j_dunda@progressive.com):
Can you send me a complete subrogation package with supports.
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***  05/22/2018 13:55:03 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5/22 (Tuesday) and Sub Status of Assigned

***  Email - External Email Received created on 05/24/2018 10:20:23 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Miquiel Noble at Progressive Insurance (miquiel_noble@progressive.com)

***  Phone - Call - Outbound created on 05/31/2018 11:47:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Progressive Insurance and spoke with Subrogation Representative Brittany Walker (440)910-3900
Writer states:
1. Calling in regards to your claim number 
2. Kia would like to settle for the total demand of $18,900
3. As part of the settlement, the vehicle and components that were removed by Progressive's expert would need to 
be released to KMA
4. Gave call back number and email address

Insurance states:
1. The ACV is $17,500 and then taxes $1,400 and then there was a $500 deductible
2. Philadelphia tax amount is 8%
3. The vehicle is still on hold, typically it's on hold until subrogation is resolved
4. Let me get approval and I'll call you back

***  Letter - Letter Received created on 06/05/2018 08:43:06  and created by  Jazmin Diaz ***
NCA rec'd letter form Progressive. Letter states:
1. Please accepts this letter as formal notice of our subrogation rights in regards to the above-captioned claim.
2. Please acknowledge receipt of my subrogation demand and forward your payment of $18,900 to my attention. 
3. Thank you.

Attaching to case.

***  Phone - Call - Outbound created on 06/11/2018 10:44:41 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Progressive Insurance and spoke with Subrogation Representative Brittany Walker (440)910-3900
Writer states:
1. Calling in regards to your claim number 
2. Thank you

Insurance states:
1. I was actually just looking at this one
2. My supervisor just got back from out of office
3. I will email you a response

***  Phone - Call - Outbound created on 06/20/2018 13:51:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Progressive Insurance and spoke with Subrogation Representative Brittany Walker (440)910-3900
Writer states:
1. Calling in regards to your claim number 
2. Thank you

Insurance states:
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1. My supervisor has been out for just a little bit
2. I did review it with her on the 18th
3. I'm waiting to receive a response back from her
4. She wanted to review it with our legal team
5. As soon as I find out, I'll give you a call back

***  Phone - Call - Outbound created on 06/22/2018 15:26:56 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr received notification would like to inspect 7/5

wtr left voicemail for Brittany at insurance to call back.

***  06/22/2018 15:47:42 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin GW Processing and Sub Status of Assigned

***  Phone - Call - Inbound created on 06/25/2018 12:00:00 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Jeff Stroup ***
wtr received notification of possible inspection on 7/13
1. wtr spoke with insurance as Brittany is out of office who advised KMA would be able to inspect
2. need to provide names for inspection and no destructive testing.

***  Phone - Call - Outbound created on 06/26/2018 11:00:04 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr spoke with Brittany and supervisor at progressive:
1. they sent the request to their legal department on 5/31 
2. until they receive the OK to settle with KMA taking possession of the vehicle, the vehicle will not be able to be 
released to KMA
3. KMA would also not be allowed to perform any destructive inspection until KMA takes possession of vehicle
4. insurance advised they have no ETA of when progressives legal team will get back to them.

***  Phone - Call - Inbound created on 07/03/2018 11:49:15 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Jeff Stroup ***
Brittany left voicemail for wtr to call back

wtr left voicemail for Brittany to call back.

***  Phone - Call - Outbound created on 07/06/2018 08:55:27 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr left voicemail for Brittany at insurance

wtr called insurance back and left message for Jackie (supervisor) to call back.

***  Phone - Call - Inbound created on 07/09/2018 11:15:36 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Jeff Stroup ***
wtr spoke with Brittany at insurance
1. Brittany advised they can settle with KMA taking possession of the vehicle
2. Brittany advised once they sign the release they will grant access to KMA to perform destructive testing
3. wtr advised will send release
4. Brittany will also advise who the contact is at Rimkus

***  Email - External Email Sent created on 07/09/2018 11:16:55 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
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Brittany,

Thank you for speaking with me over the phone. As I advised, please see the attached settlement agreement. 

Please let me know the contact name at Rimkus so I may follow up with the parts they took. Can you also contact 
the auction house so we can inspect again on 7/13?

Thank you,

***  07/11/2018 10:43:46 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Legal Inspection and Sub Status of Assigned

***  Phone - Call - Outbound created on 07/12/2018 13:30:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Progressive Insurance and spoke with Subrogation Representative Brittany Walker (440)910-3900
Writer states:
1. Calling in regards to your claim number 
2. I believe my manager had been in contact with you
3. Could you forward me a copy of that release
4. Gave email address
5. Thank you

Insurance states:
1. I don't know if he was out of the office, but on the 9th or 10th, I sent him back the release
2. The only other issue was, I know they want to inspect the vehicle tomorrow
3. The only issue is that when the initial inspection was done, Joe Herzberg was throwing some parts and Jeff 
wanted those back
4. I told Joe that was fine
5. He said he would send it back once he gets a shipping label

***  Email - External Email Received created on 07/12/2018 13:37:47 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Writer was forwarded signed release from Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
From: Brittany A Walker
Sent: Tuesday, July 10, 2018 10:53 AM
To: 'Stroup, Jeff [KMA]' <JStroup@kiausa.com>
Subject: Progressive claim  Kia 

Hello, 

Attached is the release. 

Thank you, 

Brittany Walker
Progressive Group of Insurance Companies
440-910-3900
Brittany_A_McCauley@progressive.com
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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:

5XXGT4L37JG
2018 OPTIMA

8,975
05/23/2017

Complaint
Quality

Product Liability
Fire/Explosion

***  Email - External Email Sent created on 07/17/2018 12:49:35 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
Hi Brittany,

We can keep the full demand amount as initially agreed. Please go ahead and salvage the vehicle for us, but could 
you send me a copy of the invoice once the vehicle has been salvaged.

***  Email - External Email Received created on 07/18/2018 13:53:37 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
Yes, I’ll send it over.

***  Email - External Email Received created on 08/09/2018 14:47:07 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
Hello, 

It may be awhile before salvage is sold, but I’ll send over the documents once it is available. Can you confirm when 
payment will be issued?

***  Email - External Email Sent created on 08/09/2018 14:47:38 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
Hi Brittany,

I can’t physically release the payment until I know the vehicle has been salvaged. So as soon as I receive 
documentation, I can have payment released.

***  Email - External Email Received created on 10/17/2018 10:33:47 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com)
Hello, 

Attached is the salvage invoice. Please let me know if you need anything else, and when the payment is issued. 

Thank you,

Brittany Walker
PROGRESSIVE | Subrogation Specialist, Sr – Outbound Subrogation
PO BOX 512929 | Los Angeles, CA 90051
Payments: 24344 Network Place | Chicago, IL 60673
Direct: 440-910-3900 
Fax: 888-781-6947

***  11/06/2018 11:37:10 (GMT-08:00) Pacific Time (US & Canada) ***
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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:

5XXGT4L37JG
2018 OPTIMA

8,975
05/23/2017

Complaint
Quality

Product Liability
Fire/Explosion

Goodwill #:  Submitted

***  Email - External Email Received created on 12/03/2018 13:47:31 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Subrogation Representative Brittany Walker at Progressive Insurance 
(brittany_walker@progressive.com) and CC'd to CAFOM:
Hello, 

I wanted to follow up on the email I forwarded November 18th. Payment is still pending on this claim, and the 
release and salvage invoice were sent over a while ago. Can you please confirm the status of payment to 
Progressive?

***  12/03/2018 16:44:23 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  12/03/2018 18:15:34 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Letter - Letter Sent created on 12/05/2018 12:19:07 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Sent check to insurance via Fedex 2-Day. Tracking number 

***  12/05/2018 12:20:01 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Samuel Kim with Resolution Code : Goodwill Issued
[Resolution Summary]
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Kia Motors America, Inc. 
Consumer Affairs 
PO Box 52410  

Irvine, CA 32619-2410 

Page 1 of 3 

Sent via email to:  
June 18, 2018 
 
Ms.   

 
San Diego, CA  
 
Re: Message or Request ID:  

Last Name:  
Email:  

 
2017 Kia Optima 
VIN: 5XXGT4L33HG  

 
Dear Ms.   
 
Thank you for contacting the Kia Motors America Consumer Assistance Center. Our records indicate that you 
contacted us on June 18, 2018 requesting assistance in regard to your Kia vehicle referenced above.  
 
In order to evaluate your request, we need specific information regarding your purchase/lease of the vehicle 
and its service history. To assist us in this regard, please be so kind as to provide legible copies of the following 
documents: 
 

1. Copies of any and all service records from any Kia dealership 
2. Copies of your maintenance records for the vehicle 
3. Copies of any repair or service records from independent service facilities 
4. Copy of your Sales/Lease contract 
5. Copy of your current vehicle Registration 
6. Completed Kia Consumer Affairs Information Request Form (enclosed) 

 
Please submit the documents directly to our Kia Consumer Assistance Center, online by visiting 
https://ksupport.kiausa.com/ConsumerAffairs and, select the option to “Add Note or Attachment to Existing 
Case.” Alternatively, you may forward your documents via email or fax. Upon receipt of the necessary 
information, you will be contacted directly by a Kia Motors America representative to discuss your request.  
 
We at Kia Motors America, Inc. value your input as a consumer and wish to thank you in advance for your 
courtesy and cooperation and, for allowing us the opportunity to be of assistance.  
 
Sincerely, 
 
Farah Velasquez 
Kia Consumer Assistance Center 
Kia Motors America, Inc. 
Phone: (949) 468-4610 
Fax: (949) 468-4509 
Email: FVelasquez@kiausa.com 
 
 
 
 

Farah Velasquez 

Direct: (949) 468-4610 

FVelasquez@kiausa.com 
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Kia Consumer Affairs Information Request Form 

 
Customer Information:  

 
Vehicle Owner:  _______________________________________________ 
 
Vehicle Co-Owner (if applicable): _______________________________________________ 
 
Mailing Address:   ___________________________________________ 

           
Street Address 

 
          ________________________________________________________ 
              City,               State             Zip 

Telephone: (   )   -            Telephone (Alt.): (   )   -      

Fax: (   )   -               Email:               

 
Vehicle Information:  

 
Model Year: ____________    Model: ______________   Current Mileage: ______________ 

Selling Dealership, City, State: _______________________________________________ 

Servicing Kia Dealership(s):  

      Dealer 1: ___________________________________________ 
       
      Dealer 2: ___________________________________________ 
       
      Dealer 3: ___________________________________________ 

        ☐  I/We serviced our Kia vehicle at more than 3 separate dealerships 
          

Vehicle Purchased as ☐ New ☐ Used ☐ Demo ☐ Leased ☐ Kia Certified Pre-Owned 

Purchase/Lease Date: _________________  Mileage at Purchase (if used): ______________ 
 
First Repair Attempt Date: ________________  First Repair Attempt Mileage: ________________ 
 

The Vehicle has been in an accident/has had body damage: ☐ Yes ☐ No  
 
Date of accident/damage: _______________    
 
Description of Damage: _________________________________________________________________ 

 
 
 
 
 
 



Page 3 of 3 

Vehicle Concerns (Please list primary concerns first): 

Description of Concern 
Servicing 

Dealership(s) 

Number of 
service 

visit(s) for 
this concern 

Date(s) of 
service 
visit(s) 

Mileage at 
service 
visit(s) 

Number 
of days 
out of 
service 

(1) 
     

(2) 
     

(3) 
     

(4) 
     

(5) 
     

(6) 
     

(7) 
     

(8) 
     

(9) 
     

(10) 
     

(11) 
     

(12) 
     

(13) 
     

(14) 
     

(15) 
     

 





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 

7.

8.

9.

10.

11.

1.

2.

3.

4.

5.

6.

Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 

7.

8.

9.

10.

11.

1.

2.

3.

4.

5.

6.

Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 

7.

8.

9.

10.

11.

1.

2.

3.

4.

5.

6.

Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 
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Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 
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Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 
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Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 
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Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 

  





                    

Motor vehicles contain chemicals known to the State of California to cause cancer and birth defects or other reproductive harm. These
chemicals are contained in many vehicle components and replacement parts, vehicle fluids and paints and materials used to maintain
vehicles, including, but not limited to, fuel, oil, waste and replacement fluids, fumes, grease, grime, touch-up paint, certain replacement
parts and particulates from component wear. When we service your motor vehicle, we will return used components to you upon request.
Used parts and components contain chemicals known to the State of California to cause cancer and birth defects or other reproductive
harm. (Posted in accordance with Proposition 65 in California Health & Safety Code 25249.5§ et seq) For further information about Prop
65: www.oehha.org/prop65.html.

Customer is hereby notified that the said property is not insured or
protected to the amount of he actual cash value thereof, or otherwise,
against loss occasioned by theft, fire or vandalism while the property
remains with the dealer.

Customer states no articles of personal property have been left in the
vehicle and dealer is not responsible for inspec ion thereof.

The repair of this vehicle and completion dates are subject to the
availability of labor and parts. The dealer is not responsible for
unavailability of parts or delays in parts shipment beyond dealer's
control.

Due to the type of service requested some repairs must be sublet.

All charges for repairs including labor and materials furnished are due
and payable simultaneously with the delivery of the within described
vehicle or prior to delivery upon the expiration of three (3) days after
notice that the repairs have been completed. Notice shall be deemed to
have been given upon the deposit in the United States mail, postage
prepaid, of written notification to that effect addressed to the customer
at the address given on the reverse side hereof

If the vehicle described herein is not called for within three (3) days after
such no ice is given, a storage charge of $25.00 per day will be made
for each day thereafter.

Said Dealer is authorized to deliver the vehicle described herein or any of
its contents to any person presen ing this receipt.

In addition to any and all other legal remedies available, I authorize Said
Dealer to have a lien on the vehicle described herein for all charges for
repairs, including labor and parts, storage and/or towing, and to enforce
such lien. Said Dealer is hereby expressly authorized to sell said vehicle at
public auction after giving a twenty (20) day written notice by certified
mail to legal owner, registered owner, and DMV of intent to do so. On he
sale date, the vehicle shall be sold to the highest cash bidder and he
proceeds of sale must be used first to satisfy the lien plus storage costs
and costs incident to sale, and the balance shall be forwarded to the legal
owner, or if none, to the registered owner, or if the address is unknown, it
shall be forwarded to the DMV.
Said expenses for sale shall also include a reasonable attorney's fee,
which may be necessarily incurred.

If any such charges remain unpaid for thirty (30) days after such request
for payment, Said Dealer my also refer such charges to its attorneys for
collection and the customer will pay reasonable attorney's fees.

If it is not reasonable to return here for warranty repairs, you must call for
service management authorized prior to repairs 

Note: Parts designed with an asterisk (*) indicate that a lifetime guarantee
may apply. For more detail contact your service consultant. 

WARNING: 
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Warrants that (1) for a period of 12 months after sale of new Manufacturer replacement Parts and Accessories "over-the-counter", or (2)
within 12 months or 12,000 miles, whichever first occurs, after installation thereof by our dealership on a motor vehicle, it will repair or
furnish a replacement part for any defective or malfunctioning part or accessory. 

This warranty covers only repairs or replacements made necessary due to defects in material or workmanship. It does not cover conditions
resulting from the negligence, alteration, accident or use for which the part or accessory was not designed or approved by Manufacturer, loss
of time, inconvenience, loss of use of the vehicle or other consequential damages, labor for removal or reinstallation from the vehicle of the
part or accessory sold "over-the-counter". 

Repairs or replacements qualifying under this warranty will be performed by our dealership within a reasonable time following delivery of the
malfunctioning part or accessory to our place of business. 

Defective or malfunctioning parts or accessories must be delivered to our dealership's place of business during regular business hours for
warranty repair or replacement. Our dealership must be furnished with the purchaser's copy of the original sales slip on counter sales, or
purchaser's copy or the repair order on dealer installations, to validate date of purchase and vehicle mileage, as applicable. 

THIS IS THE ONLY EXPRESSWARRANTY APPLICABLE TO OUR SERVICEREPLACEMENTPARTS & ACCESSORIESAND OUR DEALERSHIP
NEITHER ASSUMES NOR AUTHORIZES ANYONE TO ASSUME FOR IT ANY OTHER OBLIGATION OR LIABILITY IN CONNECTION WITH
SUCH PARTS AND ACCESSORIES. 

"The Factory Warranty Constitutes All Of The Warranties With Respect To The Sale Of This Item(s). The Seller Hereby Expressly Disclaims
All Warranties, Either Express Or Implied, Including Particular Purpose, And The Seller Neither Assumes Nor Authorizes Any Other Person to
Assume For It Any Liability In Connection With The Sale Of This Item(s)." 

A buyer of this product in California has the right to have this product serviced or repaired during the warranty period. The warranty period
will be extended for the number of whole days that the product has been out of the buyer's hands for warranty repairs. If a defect exists
within the warranty period, the warranty will not expire until the defect has been fixed. The warranty period will also be extended if the
warranty repairs have not been performed due to delays caused by circumstances beyond the control of the buyer or if the warranty repairs
did not remedy the defect and the buyer notifies the manufacturer or seller of the failure of the repairs within 60 days after they were
completed. If, after a reasonable number of attempts, the defect has not been fixed, the buyer may return this product for a replacement or a
refund subject, in either case, to deduction of a reasonable charge for usage. This time extension does not affect the protections or remedies
the buyer has under other laws. 

STATEMENT CONCERNING AMENDMENT TO THE SONG-BEVERLY WARRANTY ACT AS FOLLOWS: 

Warranty of New Kia Service
Replacement Parts and Accessories

NORTH COUNTY KIA

DEALERSHIP IS NOT RESPONSIBLE FOR LOSS OR STOLEN ITEMS LEFT IN VEHICLE - PLEASE REMOVE. 
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Howell, Rosa (NHTSA)

From: Ross, Jerry J <JRoss@hertz.com>
Sent: Thursday, November 15, 2018 1:59 PM
To: Dolobach, John J.; Ristow, Ryan [KMA]; Parker, John M.
Cc: Jameson, John C.
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire

Ryan, we have a POA with BNY bank to release liens once we receive the funds. Morley is more than  familiar with our 
processes. 

Jerry Ross 
Director Warranty and Recall Administration 
The Hertz Corporation | 14501 Hertz Quail Spring Pkwy, OKC, OK. 73134 
Phone: 405-775-3301| Mobile: 405-476-6492 
jross@hertz.com | www.hertz.com 
 

From: Dolobach, John J.  
Sent: Thursday, November 15, 2018 9:55 AM 
To: Ristow, Ryan [KMA]; Parker, John M. 
Cc: Jameson, John C.; Ross, Jerry J 
Subject: RE: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
Jerry, 
 
Do we need Mike B involved? 
 

 

 

 

John J Dolobach 
Southeast Region Maintenance Manager 

The Hertz Corporation |16070 Chamberlin Parkway 
Phone: 239-768-2048 | Mobile: 281-808-6504 
jdolobach@hertz.com | www.hertz.com 
 

From: Ristow, Ryan [KMA] [mailto:RRistow@Kiausa.com]  
Sent: Wednesday, November 14, 2018 7:37 PM 
To: Parker, John M. 
Cc: Jameson, John C.; Dolobach, John J. 
Subject: RE: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
John, 
 
Just wanted to follow up on the below. 
 
Best, 
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Ryan Ristow 

National Consumer Affairs 

Kia Motors America 

111 Peters Canyon 

Irvine, CA 92606 

Phone: (949) 430‐3349 

Fax: (949) 299‐3229 

RRistow@kiausa.com 

 
 

From: Ristow, Ryan [KMA]  
Sent: Wednesday, October 31, 2018 1:34 PM 
To: 'Parker, John M.' 
Cc: Jameson, John C.; Dolobach, John J. 
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire 

 
Hi John, 
 
Is there a loan payoff, since a lien holder is involved? 
 
Best, 
 

 

 

Ryan Ristow 

National Consumer Affairs 

Kia Motors America 

111 Peters Canyon 

Irvine, CA 92606 

Phone: (949) 430‐3349 

Fax: (949) 299‐3229 

RRistow@kiausa.com 

 
 

From: Parker, John M. [mailto:jparker@hertz.com]  
Sent: Friday, October 26, 2018 10:02 AM 
To: Ristow, Ryan [KMA] 
Cc: Jameson, John C.; Dolobach, John J. 
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire 

 
Attached are both the Title and the Sales Invoice. Please let me know if you need anything else. 
 
Thank you 
 

John Parker 
Area Maintenance Manager 
The Hertz Corporation  
1950 NE 7th AVE Dania FL, 33004 
954‐712‐5280 
jparker@hertz.com 
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From: Ristow, Ryan [KMA] <RRistow@Kiausa.com>  
Sent: Wednesday, October 24, 2018 5:42 PM 
To: Parker, John M. <jparker@hertz.com> 
Subject: RE: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
Could you also send a copy of the title of the vehicle? 

Best, 
 

 

 

Ryan Ristow 

National Consumer Affairs 

Kia Motors America 

111 Peters Canyon 

Irvine, CA 92606 

Phone: (949) 430‐3349 

Fax: (949) 299‐3229 

RRistow@kiausa.com 

 
 

From: Ristow, Ryan [KMA]  
Sent: Wednesday, October 24, 2018 2:41 PM 
To: 'John M. Parker' 
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire 

 
Hi John, 
 
I have reviewed this case with our engineer. The cause of the vehicle fire was undetermined, but I am happy to review for 
possible good will assistance. Could you send me the sales agreement you have for the vehicle? 
 
Best, 
 

 

 

Ryan Ristow 

National Consumer Affairs 

Kia Motors America 

111 Peters Canyon 

Irvine, CA 92606 

Phone: (949) 430‐3349 

Fax: (949) 299‐3229 

RRistow@kiausa.com 

 
 

From: John M. Parker [mailto:jparker@hertz.com]  
Sent: Friday, September 21, 2018 10:29 AM 
To: Ristow, Ryan [KMA]; Cameron, Michele [KMA]; John C. Jameson; King, Paul [KMA]; Stroup, Jeff [KMA] 
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Cc: Fargo, Bryan [KMA]; Jose Ernesto Cisterna 
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire 

 
Please have Eric contact Joe Cisterna (copied on this email) at 954 275‐7437 or by email so he can show him where the 
vehicle is. 
 
Thank you 
 

John Parker 
Area Maintenance Manager 
The Hertz Corporation  
1950 NE 7th AVE Dania FL, 33004 
954‐712‐5280 
jparker@hertz.com 
 

From: Ristow, Ryan [KMA] <RRistow@Kiausa.com>  
Sent: Tuesday, September 18, 2018 6:26 PM 
To: Cameron, Michele [KMA] <MCameron@Kiausa.com>; John C. Jameson <JJameson@hertz.com>; King, Paul [KMA] 
<PKing@Kiausa.com>; Stroup, Jeff [KMA] <JStroup@kiausa.com> 
Cc: Fargo, Bryan [KMA] <BFargo@Kiausa.com>; John M. Parker <jparker@hertz.com> 
Subject: RE: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
Hello All, 
 
I have received confirmation from the KMA engineers. Our engineer Eric Sauck will be available to inspect the vehicle 
10/04/18. Let me know if you have any questions. 
 
 
Best, 
 

 

 

Ryan Ristow 

National Consumer Affairs 

Kia Motors America 

111 Peters Canyon 

Irvine, CA 92606 

Phone: (949) 430‐3349 

Fax: (949) 299‐3229 

RRistow@kiausa.com 

 
 

From: Cameron, Michele [KMA]  
Sent: Monday, September 17, 2018 12:02 PM 
To: John C. Jameson; King, Paul [KMA]; Stroup, Jeff [KMA] 
Cc: Fargo, Bryan [KMA]; John M. Parker; Ristow, Ryan [KMA] 
Subject: RE: 5XXGT4L33HG -Ft. Lauderdale vehicle fire 

 
John,  
 
We have a case (  and it appears the last status is that we’re awaiting a confirmed inspection date from our 
engineers.  I’ve looped in the case owner, Mr. Ryan Ristow, on this email so that he can provide an update.   
 
Ryan – when can we send out an investigator?  Hertz is looking for an update.  Thank you.   
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14501 Hertz Quail Springs Parkway 
Oklahoma City, OK 73134 
Office: 405‐775‐3355 
Cell: 405‐416‐0828 
Fax: 405‐979‐1866 
jjameson@hertz.com 
 

From: John M. Parker  
Sent: Monday, September 17, 2018 1:35 PM 
To: John C. Jameson 
Subject: FW: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
I’m still getting no response on the inspection from Kia. Anyway you can help? 
 
There are 2 email chains. Ill forward the 2nd one to you as well.  
 

John Parker 
Area Maintenance Manager 
The Hertz Corporation  
1950 NE 7th AVE Dania FL, 33004 
954‐712‐5280 
jparker@hertz.com 
 

From: John M. Parker  
Sent: Thursday, September 13, 2018 10:27 AM 
To: Ristow, Ryan [KMA] <rristow@kiausa.com> 
Subject: RE: 5XXGT4L33HG ‐Ft. Lauderdale vehicle fire 
 
Good morning Ryan, 
 
I am following up with you on this inspection. Is there anything more you need from me?  
 
Thank you 
 

John Parker 
Area Maintenance Manager 
The Hertz Corporation  
1950 NE 7th AVE Dania FL, 33004 
954‐712‐5280 
jparker@hertz.com 
 

From: John M. Parker  
Sent: Wednesday, August 22, 2018 4:55 PM 
To: Ristow, Ryan [KMA] <rristow@kiausa.com> 
Subject: Re: 5XXGT4L33HG ‐Ft. Lauderdal 
 

 
Dania , FL   
 
Sorry i believe my cell number was not communicated... 

 This the best way to contact me  
As well as email. 
 



7

Get Outlook for iOS 
_____________________________ 
From: Ristow, Ryan [KMA] <rristow@kiausa.com> 
Sent: Wednesday, August 22, 2018 4:44 PM 
Subject: 5XXGT4L33HG ‐Ft. Lauderdal 
To: John M. Parker <jparker@hertz.com> 

Hi John, 
  
I am not sure if you got my VM but I am reaching out in regards to the above VIN. Can you provide the current location of 
the vehicle? 
  
Best, 
  

  

 

Ryan Ristow 
National Consumer Affairs 
Kia Motors America 
111 Peters Canyon 
Irvine, CA 92606 
Phone: (949) 430‐3349 
Fax: (949) 299‐3229 
RRistow@kiausa.com 

  
  

  

‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐ 
The information in this email and any attachments are for the sole use of the intended recipient and may contain privileged and 
confidential information.  If you are not the intended recipient, any use, disclosure, copying or distribution of this message or 
attachment is strictly prohibited.  We have taken precautions to minimize the risk of transmitting software viruses, but we advise you to 
carry out your own virus checks on any attachment to this message.  We cannot accept liability for any loss or damage caused by 
software viruses.  If you believe that you have received this email in error, please contact the sender immediately and delete the email 
and all of its attachments. 

‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐ 

  

 

--------------- This message (including attachments) may contain information that is privileged, confidential or 
protected from disclosure. If you are not the intended recipient, you are hereby notified that dissemination, 
disclosure, copying, distribution or use of this message or any information contained in it is strictly prohibited. If 
you have received this message in error, please immediately notify the sender by reply e-mail and delete this 
message from your computer. Although we have taken steps to ensure that this e-mail and attachments are free 
from any virus, we advise that in keeping with good computing practice the recipient should ensure they are 
actually virus free. ---------------  
--------------- This message (including attachments) may contain information that is privileged, confidential or 
protected from disclosure. If you are not the intended recipient, you are hereby notified that dissemination, 
disclosure, copying, distribution or use of this message or any information contained in it is strictly prohibited. If 
you have received this message in error, please immediately notify the sender by reply e-mail and delete this 
message from your computer. Although we have taken steps to ensure that this e-mail and attachments are free 
from any virus, we advise that in keeping with good computing practice the recipient should ensure they are 
actually virus free. ---------------  
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--------------- This message (including attachments) may contain information that is privileged, confidential or 
protected from disclosure. If you are not the intended recipient, you are hereby notified that dissemination, 
disclosure, copying, distribution or use of this message or any information contained in it is strictly prohibited. If 
you have received this message in error, please immediately notify the sender by reply e-mail and delete this 
message from your computer. Although we have taken steps to ensure that this e-mail and attachments are free 
from any virus, we advise that in keeping with good computing practice the recipient should ensure they are 
actually virus free. ---------------  
--------------- This message (including attachments) may contain information that is privileged, confidential or 
protected from disclosure. If you are not the intended recipient, you are hereby notified that dissemination, 
disclosure, copying, distribution or use of this message or any information contained in it is strictly prohibited. If 
you have received this message in error, please immediately notify the sender by reply e-mail and delete this 
message from your computer. Although we have taken steps to ensure that this e-mail and attachments are free 
from any virus, we advise that in keeping with good computing practice the recipient should ensure they are 
actually virus free. ---------------  
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Kia Motors America, Inc. 
Corporate Headquarters 
111 Peters Canyon Road 

Irvine, CA 92606-1790 USA 

T 1 949 468 4800 F 1 949 468 4905 

 

 

Case Number:  -1R  
 
Consumer Name:     
 
 

KIA’S POSITION FOR THE MANUFACTURER RESPONSE FORM  
 

Kia Motors America will repair any verifiable defect under the terms of the warranty.  

 
KMA requires proof, cancelled check or receipt, of any down payment made. 

 

CUSTOMER REQUESTS THAT ARE INELIGIBLE FOR ARBITRATION: 
 

Manufacturer rebates, service contracts, negative equity and aftermarket accessories or contracts 
are not arbitrable. 

 
NATURE OF DISPUTE: 
Please Note; this information should appear on the agreement to arbitrate: 
 

Kia will repair problems that can be verified and are covered by Kia’s warranty. 
 

DECISION SOUGHT: 
Please Note; this information should appear on the agreement to arbitrate: 
 

Kia seeks to continue to honor the terms of the new vehicle limited warranty and to have the 
consumer’s request for repurchase/replacement denied. KMA completed a final repair attempt 
on 10/27/2016. After the repair we believe the vehicle is fully repaired and no defects are 
present.  
 
In the event a repurchase/replacement is awarded, Kia is not responsible for costs associated 
with manufacturer rebates or after-market accessories as per Kia’s program summary.  The 
customer agrees to authorize cancellation of all insurance and extended service agreements and 
the pro rata refund shall be refunded to the manufacturer upon conclusion of repurchase, as 
allowed by State Statutes. 
 

 
A pre-hearing technical expert’s report will be required if the consumer does not accept repairs. 
 
Form completed by:  David Hemm 

Consumer Affairs 
(949) 430-3344 – Direct Line 
(949) 299-3212 - Fax  
Date: 11/07/2016  
 



Field Product Quality Report

* Required Fields

Distributor KMA Report #

Region SO13 Issue Date 10/27/2016

Dealer* [GA083] RICK CASE CARS, INC.
Dealer City, 

State
DULUTH, GA

Name Mergl, Joseph - FTR Attached

Model Number 53242 Model 2016 OPTIMA EX AUTO

VIN* 5XXGU4L31GG Prd Date 12/15/2015

Engine No G4KJFK418378 Del Date 03/19/2016

Trans No GAFNL4660051 Mileage 12624

Trans Type Auto Rep Date 10/27/2016

Part No Part Desc

Oth Part #1 - Oth Part #2 -

Condition/NatureQ55 - Noise > Noise > Driving Cause -

Subject* Noise from sunroof

Additional VIN List

VIN No Prod.Date Mileage Condition/Nature Cause

Condition

Customer 

Complaint
Customer states that there is a noise coming from sunroof when AC is on. 

Actual 

Condition

You can make the noise go away when switching from fresh to recirc

Analysis

Investigation 

Results

Possible 

Cause

Corrective 

Action
Performed TSB Bod 148

File Uploads

Open File Name Comments

Page 1 of 1Kia Motors America - Field Product Quality Report

10/27/2016http://10.120.19.62:8008/jsp/fpqrreport.jsp?rpt_no=SO2016MJ00551&print_file=
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 Kia Motors America 
Consumer Affairs Department

Page 1 of 6

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:

KNDJX3AA8J7
2018 SOUL

4,500
02/22/2018Knoxville TN TN046 Parkside KIA

Complaint
Quality

Others
Other

Case History

***  10/04/2018 09:05:38 (GMT-07:00) Arizona ***
Contact =   Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 10/04/2018 09:04:43 (GMT-07:00) Arizona and created by  Debra Rustin ***
Customer states
1.had veh 2 months now
2.been in shop 4 times
3.not the veh we wanted
4.we do not like it
5.2 diff dlrs cant find anything wrong wiht it
6.not throwing codes
7.almost got in an accident in chicago

Writer states
1.apologised
2.Where is your veh now?

Customer states
1.at home
2.we stopped driving it

Writer states 
1.what is veh doing?
2.
Customer states
1.lost all power
2.steering anf brakes
3.when i popped the hood it looked like the motor mounts were broke
4. no dlr near us
5.took to parkside kia
6.couldnt find anything
7.got it back and it drove like whwn we just got it
8.had transmission problems
9.wouldnt go into drive or reverse
10.dlr said operating as designed
11.started blowing white smoke
12.pouring out of all the vents
13.smelled like someothing was on fire
14.popped the hood but didnt find anything
15.took to rusty wallace kia
16.couldnt find any codes
17.all these times they say bring it back if it does it again

Writer states 
1.and has it done it again?

***call dropped

***  Phone - Call - Inbound created on 10/04/2018 09:13:34 (GMT-07:00) Arizona and created by  Debra Rustin ***
Writer states 
1. called customer back
2.so you just parked the veh?



 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:

KNDJX3AA8J7
2018 SOUL

4,500
02/22/2018Knoxville TN TN046 Parkside KIA

Complaint
Quality

Others
Other

Customer states
1.yes they tell us its not throwing a code
2.its not reliable
3.already had issues within 2 months
4.they say just to drive it cuz its covered
5.warranty doesnt cover death
6.i feel its a death trap

Writer states
1.apologised
2.what are you requesting from kia ?

Customer states
1.my money back or something different
2.we dont want to keep it

Writer states 
1.what dlrs were you at?

Customer states
1.rusty wallace and parkside kia 
2.we bought it at parkside kia in knoxville

Writer states 
1.your requesting buyback?

Customer states
1.yes

Writer states 
1.please refer to your wcim
2.i will escalte your case
3.someone will contact you in 2-3 business days

Customer states
1.ok, thanks
****accepted survey***

***  Phone - Call - Outbound created on 10/04/2018 09:41:50 (GMT-07:00) Arizona and created by  Debra Rustin 
***
Writer States:
1. CALLED TN035 / NO ANSWER

***  Phone - Call - Outbound created on 10/04/2018 09:56:50 (GMT-07:00) Arizona and created by  Debra Rustin 
***
  
Writer States:
1. Spoke to TN046/ Matt/SM
2. Calling to get repair information
3. Asked the following questions:
 





 Kia Motors America 
Consumer Affairs Department

Page 4 of 6

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:
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4,500
02/22/2018Knoxville TN TN046 Parkside KIA

Complaint
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5 Please review and follow up accordingly

*** Case  is sent on 10/4/2018 10:35:45 by Debra Rustin 
To: rforbus@kiausa.com 
Cc: drustin@kiaconsumeraffairs.com 
Title: NO ACTION REQUIRED - Case Escalation:TN035,  

***  10/04/2018 10:36:32 (GMT-07:00) Arizona ***
Dispatched from WIPBin = Escalate to Queue Southern Region ECR by Debra Rustin
Reason: 

***  10/05/2018 08:27:27 (GMT-07:00) Mountain Time (US & Canada) ***
Accepted from Queue Southern Region ECR to WIPBin Charles Chastain by Julie Miller

***  10/05/2018 10:00:03 (GMT-07:00) Mountain Time (US & Canada) ***
Assigned to WIPBin Charles Default of Charles Chastain by Julie Miller
Reason: 

***  Phone - Call - Inbound created on 10/05/2018 11:58:57 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Charles Chastain ***
wrt called cust left vm:

1. calling in regards to your vehicle
2. if you can call wrt back
3. gave number and case i.d

***  Email - External Email Sent created on 10/05/2018 12:00:08 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Charles Chastain ***
Hello,

I was trying to reach you in regards to your vehicle.  If you can please contact me back.

Thank You, 

***  Phone - Call - Outbound created on 10/08/2018 11:04:59 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Charles Chastain ***
cust called in:

wrt states:
1. wrt was calling in regards to your vehicle
2. apologize about the issues there
3. but wrt shows you took it to a couple of dealerships
4. but one dealership say you never taken it there
5. and the parkside kia say they cant duplicate it
6. and youve taken it there once

cust states:
1. parkside kia ive taken it there 3 times
2. but only gave me paperwork one time
3. and they told me just to drive it 
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4. because its still under warranty
5. but this is my wifes car
6. and she drive it
7. and i think its a blown head gasket
8. the car loses power and it smokes
9. and ive told the dealership this but they said theyve checked everthing 
10. which i dont think they did
11. and i want my car fixed or my money back
12. and they told me to call you to make a case

wrt states:
1. wrt does apologize about that
2. but they have to be able to be duplicate the issue
3. and we do not have a buy back program
4. we are in accordance with your state lemon laws
5. and you can refer to your WICM 
6. but if there has been no repairs made on your vehicle
7. wrt is not a lemon law attorny and you can check into this for yourself
8. your vehicle wouldnt qualify
9. but wrt can send you some paperwork on that

cust states:
1. well i just figured you want a happy customer
2. and would trade me out of the vehicle 

wrt states:
1. if you want to trade out of the vehicle
2. you would have to speak with the dealership in regards to that
3. we do not own the dealership
4. so they would have to talk to you about number and everything

cust states:
1. ok

wrt states:
1. but wrt recommends that you take your vehicle to a different kia dealership
2. if you dont think this dealership is doing all they say
3. you can take it to another kia dealership
4. and get a second opinion
5. and only two things are going to happen
6. they either find something wrong with it like you say
7. and the fix it under warranty
8. or they say they cant duplicate it

cust states:
1. ok 

wrt states:
1. and wrt does apologize again

cust states:
1. ok thank you
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***  Email - External Email Sent created on 10/08/2018 11:10:09 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Charles Chastain ***
Hello,

Per our conversation I have attached above the acknowledgement letter. 

Thank You

***  10/08/2018 11:11:24 (GMT-07:00) Mountain Time (US & Canada) ***
Closed by Charles Chastain with Resolution Code : Information Given
[Resolution Summary]



 

 
Kia Motors America, Inc. 
Consumer Affairs 
PO Box 52410  
Irvine, CA 32619-2410 

Page 1 of 3 

Sent via email to:  

October 8, 2018 

 

 

  

LA FOLLETTE,  TN  

Re: Message or Request ID:  

Last Name:  

Email:  

MY Kia MODEL:  Soul 

VIN: KNDJX3AA8J7  

 

Dear Mr. and Ms.   

 

Thank you for contacting the Kia Motors America Consumer Assistance Center. Our records indicate that you 

contacted us on October 4, 2018 requesting assistance in regard to your Kia vehicle referenced above.  

 

In order to evaluate your request, we need specific information regarding your purchase/lease of the vehicle 

and its service history. To assist us in this regard, please be so kind as to provide legible copies of the following 

documents: 

 

1. Copies of any and all service records from any Kia dealership 

2. Copies of your maintenance records for the vehicle 

3. Copies of any repair or service records from independent service facilities 

4. Copy of your Sales/Lease contract 

5. Copy of your current vehicle Registration 

6. Completed Kia Consumer Affairs Information Request Form (enclosed) 

 

Please submit the documents directly to our Kia Consumer Assistance Center, online by visiting 

https://ksupport.kiausa.com/ConsumerAffairs and, select the option to “Add Note or Attachment to Existing 

Case.” Alternatively, you may forward your documents via email or fax. Upon receipt of the necessary 

information, you will be contacted directly by a Kia Motors America representative to discuss your request.  

 

We at Kia Motors America, Inc. value your input as a consumer and wish to thank you in advance for your 

courtesy and cooperation and, for allowing us the opportunity to be of assistance.  

 

Sincerely, 

 

Charles C. 

Kia Consumer Assistance Center 

Kia Motors America, Inc. 

Phone: (520)770.4750 

Fax: (866)852.6617 

Email: KIA@kiausa.com 

 

 

 

 

Charles C. 

Direct: 520.770.4750 

kia@kiausa.com 
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Kia Consumer Affairs Information Request Form 

 

Customer Information:  

 

Vehicle Owner:  _______________________________________________ 

 

Vehicle Co-Owner (if applicable): _______________________________________________ 

 

Mailing Address:   ___________________________________________ 

           Street Address 

 

          ________________________________________________________ 
              City,               State             Zip 

Telephone: (   )   -            Telephone (Alt.): (   )   -      

Fax: (   )   -               Email:               

 

Vehicle Information:  

 

Model Year: ____________    Model: ______________   Current Mileage: ______________ 

Selling Dealership, City, State: _______________________________________________ 

Servicing Kia Dealership(s):  

      Dealer 1: ___________________________________________ 

       

      Dealer 2: ___________________________________________ 

       

      Dealer 3: ___________________________________________ 

        ☐  I/We serviced our Kia vehicle at more than 3 separate dealerships 

          

Vehicle Purchased as ☐ New ☐ Used ☐ Demo ☐ Leased ☐ Kia Certified Pre-Owned 

Purchase/Lease Date: _________________  Mileage at Purchase (if used): ______________ 

 

First Repair Attempt Date: ________________  First Repair Attempt Mileage: ________________ 

 

The Vehicle has been in an accident/has had body damage: ☐ Yes ☐ No  

 

Date of accident/damage: _______________    

 

Description of Damage: _________________________________________________________________ 
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Vehicle Concerns (Please list primary concerns first): 

Description of Concern 

Servicing 

Dealership(s) 

Number of 

service 

visit(s) for 

this concern 

Date(s) of 

service 

visit(s) 

Mileage at 

service 

visit(s) 

Number 

of days 

out of 

service 

(1) 
     

(2) 
     

(3) 
     

(4) 
     

(5) 
     

(6) 
     

(7) 
     

(8) 
     

(9) 
     

(10) 
     

(11) 
     

(12) 
     

(13) 
     

(14) 
     

(15) 

     

 




