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Consumer Assistance Center Case Report
Printed By: Jenna Simoncelli Case Number - 04/16/2019 11:42:18 AM

Case Details
Title: Cust alleges car caught fire in parking lot requesting compensation

VIN: KNAFX4A62E5 Mileage: 101,000 Status: Open

Year: 2014 Model: FORTE LX AUTO

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

Owner: 1-29HLDH Owner Email: 

Case Type Level1: Complaint

Case Type Level2: Quality

Case Type Level3: Product Liability

Case Type Level4: Fire/Explosion

Contact Details
Name:

Phone: Alt Phone: 

Address1:

Address2:

City: ROWLETT State: TX Zip: Email:

Dealer Details
Code:

Name:

Case History

***  03/28/2019 12:19:33 (GMT-07:00) Arizona ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 03/28/2019 11:51:52 (GMT-07:00) Arizona and created by  Teri Donnelly ***
Customer States:
1. I am a driver for  and
    went out to do a delivery and car
    was on fire 

Writer States:
1. Confirmed owner info 
2. Apology for situation 
3. Will need to take incident details
     asked customer to hold for a
     moment 
4. Script taken
5. Advised customer that writer will 
     be sending file to another 
     department that will follow up 
     with customer in a few days 
6. We will also need customer to 
     send complete photo's of vehicle
     and fire report to kia 
7. Customer can do this at 
    www.kia.com
8. There is a link for owners
9. Click on that link and it will ask
     if you have a case number 
10. Customer will then input case 
      number and scan, upload 
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      photo's and fire report 
11. Advised case number

Customer States:
1. Capital one the bank car was 
     financed through is calling for
     money but I can't pay them and
     the new car I had to get because 
     of the fire 
2. I want kia to pay off this car with
    capital one or compensate me
     for the amount owed due to the
     fire
3. Will send the requested info 

Writer States:
1. Thanked customer for contacting
     kia

***  Note - Others created on 03/28/2019 12:19:52 (GMT-07:00) Arizona and created by  Teri Donnelly ***
Writer States:
1. Dispatching to nca for follow up 
     with customer due to alleged
     product liability
2. Customer says he drives for 

 and was in parking
     lot of  with keys in car
     and car running while picking up
     order for delivery and car caught
     fire
3. Please contact as needed 
4. Best contact number is the 
    alternate number which is work 
    number
5. Customer has been advised to 
     send complete photo's of vehicle
     and fire report and has been 
     given case number and how to
     upload documents at kia.com

***  03/28/2019 12:23:37 (GMT-07:00) Arizona ***
Dispatched from WIPBin = DEFAULT to Queue National CA by Teri Donnelly
Reason:

***  03/29/2019 07:22:59 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  03/29/2019 07:33:52 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Dominique Santo by Jeff Stroup
Reason:

***  Phone - Call - Outbound created on 03/29/2019 08:54:26  and created by  Dominique Santo ***
Wrtr called cust VMbox was full

***  Note - Others created on 03/31/2019 15:38:13 (GMT-07:00) Arizona and created by  Thomas Morales ***

<For Internal Use Only 
Fire TREAD Review Complete>

***  Phone - Call - Outbound created on 04/01/2019 11:53:56  and created by  Dominique Santo ***
Wrtr called cust @ VMbox was full

***  Phone - Call - Inbound created on 04/03/2019 14:24:16  and created by  Dominique Santo ***
Wrtr spoke with

Wrtr states:
1. hello calling in reference to your vih
2. can you tell me what happened

Cust states:
1. i am a driver for 
2. i was getting ready to put the food in the car and then when i came out the car was on fire
3. contacted insurance there was no comprehensive on vih so they would not pay for it
4. they turned us down
5. we still owe about $8,200 on the vih

Wrtr states:
1. apologize
2. where is vih
3. do you have photos you can email over to me

Cust states:
1. vih is here at my house
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2. i can take pictures for you

wrtr states:
1. thank you

***  04/03/2019 14:33:54  ***
Email is sent on 04/03/2019 14:30:22 by Dominique Santo
To:
Cc:
Title: Kia Motors 

***  04/04/2019 11:23:36  ***
Email is sent on 04/04/2019 11:22:41 by Dominique Santo
To:
Cc:
Title: Kia Consumer Assistance Center Case#

***  Phone - Call - Inbound commitment created on 04/05/2019 15:32:24  with Commitment Date 04/08/2019 and created by  Dominique Santo ***

***  Phone - Call - Inbound commitment fulfilled on 04/08/2019 12:07:00  with Commitment Date 04/08/2019 closed by  Dominique Santo ***

***  Note - Others created on 04/08/2019 12:07:03  and created by  Dominique Santo ***
wrtr called cust to follow up and see if cust received email. cust vmbox was full

***  Phone - Call - Inbound commitment created on 04/09/2019 10:43:27  with Commitment Date 04/10/2019 and created by  Dominique Santo ***

***  Email - External Email Sent created on 04/04/2019 11:22:41  and created by  Dominique Santo ***
Dear ,Thank you for taking the time to speak with me.As per our conversation, please send me any photos/videos or reports that you have in 
reference to the vehicle fire. Once I have all that information I will go ahead and review with our engineers and I will give you a call back to follow up on 
the next steps. Please let me know if you have any further questions.
Thank you,
Dominique S.
949-468-4485
Kia Motors America

***  Phone - Call - Inbound commitment fulfilled on 04/11/2019 09:34:45  with Commitment Date 04/10/2019 closed by  Dominique Santo ***

***  Phone - Call - Outbound commitment created on 04/11/2019 09:35:18  with Commitment Date 04/15/2019 and created by  Dominique Santo ***

***  Phone - Call - Inbound created on 04/11/2019 10:45:37  and created by  Dominique Santo ***
Wrtr spoke with Mr. 

cust states:
1. hello returning your call
2. sorry it took me so long
3. I'm kind of hard to get a hold of on the phone

wrtr states:
1. no problem
2. just wanted to ask if you had received my email

cust replied:
1. yes I did
2. I don't know how to attach photos on this email I have polaroids of the veh

wrtr states:
1. provided email to send photos to 
2. did you need a rental?

cust repied:
1. no I went ahead and bought a new car
2. it's pretty difficult cause I am paying off my previous car and now this new one

wrtr replied:
1. apologize
2. after reviewing w engineers I can cb to give you an update on what steps would be next

cust replied:
1. I am pretty hard to get a hold of over the phone
2. could you email me with updates

wrtr replied:
1. of course

***  Email - External Email Sent created on 04/11/2019 11:26:40  and created by  Dominique Santo ***
-----Original Message-----
From: Santo, Dominique [KMA] 
Sent: Thursday, April 11, 2019 11:26 AM
To:
Subject: RE: 

Hello,
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Just confirming that I received your email.
Could you possibly take individual pictures of each polaroid and send them over to me as well please. 
The next step is to review with our engineers and I will email you to follow up. Please let me know if you have any questions or concerns.

Thank you,

***  04/11/2019 14:24:44  ***
Email is sent on 04/11/2019 14:23:46 by Dominique Santo
To
Cc:
Title: Kia Consumer Assistance Center Case#

***  Email - External Email Sent created on 04/11/2019 14:24:54  and created by  Dominique Santo ***
Hi Mr. ,Just confirming that I received your email.
Could you possibly take individual pictures of each polaroid and send them over to me as well please.
The next step is to review with our engineers and I will email you to follow up. Please let me know if you have any questions or concerns.Thank 
you,Dominique S.949-468-4485

***  04/11/2019 15:56:35  ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Note - Others created on 04/12/2019 08:53:47  and created by  Dominique Santo ***
Metro insurance called to say that there is a coverage concern for Mr.  veh, they have not moved the veh from the tow yard due to lack of 
coverage

***  Note - Others created on 04/12/2019 08:58:29  and created by  Dominique Santo ***
left a vm for Metro insurance asking if they are going to do anything further in regards to the claim w cust

***  Phone - Call - Inbound commitment created on 04/12/2019 09:00:51  with Commitment Date 04/15/2019 and created by  Dominique Santo ***

***  Note - Others created on 04/12/2019 11:16:08  and created by  Dominique Santo ***
***disregard 2 prev notes**** (for a different case)

***  04/15/2019 12:22:36  ***
Email is sent on 04/15/2019 12:17:37 by Dominique Santo
To:
Cc:
Title: Kia Consumer Assistance Center Case#

***  Email - External Email Sent created on 04/15/2019 12:23:29  and created by  Dominique Santo ***
Good afternoon Mr. ,I wanted to update you on your case. I was able to review the photos you had sent to me with our engineers. We will be having
 your vehicle inspected. I wanted to confirm the location of the vehicle one more time. I have the vehicles location as  Rowlett, TX 

.Please let me know if you have any further questions or concerns.

Sincerely,Dominique S.949-468-4485
Kia Motors America

***  04/15/2019 12:24:41  ***
Case moved into WIPBin pending review w engineers and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 04/15/2019 14:04:24  with Commitment Date 04/15/2019 closed by  Dominique Santo ***

***  Phone - Call - Outbound commitment fulfilled on 04/15/2019 14:04:44  with Commitment Date 04/15/2019 closed by  Dominique Santo ***

***  Phone - Call - Outbound commitment created on 04/15/2019 14:06:04  with Commitment Date 04/18/2019 and created by  Dominique Santo ***

***04/15/2019 18:23:48***
Email is received on 04/15/19 18:23:46 from 

***  Email - External Email Received created on 04/15/2019 18:23:46  and created by  Dominique Santo ***
the location is correct. thankyou for reaching out to me, this has been a very stressfull event. thanks so much 

Attachments

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

A-1) Who owns the vehicle?

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

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

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

jumper cables in trunk/ logo on top of the car

B-1) What was the date & time of the incident? 01/25/2019 11:00:00 PM (PST)

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

There was only one car out back so no other vehicles or 
structure damage

B-2) What time was 911 called? 4 pm

B-3) Describe the road & weather conditions at the time of the incident. bright/sunny/clear roads

B-4) Were there any injuries (describe injuries)? no

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

Car was parked behind the  store to pick up a 
delivery and someone banged on the door to advise car in 
parking lot was on fire and we went out and discovered it was 
my car

B-6) Was the engine on, off or in accessory mode? keys in car and car was running while went inside to get the 
order for delivery

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

no warning lights/airbag light was on prior/none of the push 
buttons inside car did not work

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

no

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

Rowlett, TX

C-1) Which fire agency responded? Rowlett Fire Department

C-2) What is the fire report number? Not available

D-1) Where is the vehicle now? Car in owners drive way

D-2) Have any repairs been completed? No

D-3) Was the insurance company contacted? No-car did not have any comprehensive coverage

D-4) Have you settled with the insurance company? No claim available

D-5) What action are you requesting of Kia? Well I owe $8200.00 on the car and I had to pay another car 
because I need to drive for work so want kia to payoff or 
compensate me for the loss of this vehicle

















Higgins, Cindy

From: Menchaca, Ramon
Sent: Monday, April 29, 2019 7:59 PM
To: Higgins, Cindy
Subject: Emailing: Recalls Look-up by VIN (Vehicle Identification Number)  









Higgins, Cindy

From: Menchaca, Ramon
Sent: Monday, April 29, 2019 8:01 PM
To: Higgins, Cindy
Subject: Emailing: Weather History for Rockwall, TX  Weather Underground 

Log in
Join

o
o Bonjour !
o Member Settings
o My Email Alerts
o My Webcams
o PWS OnAir
o Sign Out

Settings
o Settings

°F
°C

o Privacy preferences 
Sensor Network

o Sensor Network
o Weather Station Network
o PWS Buying Guide
o Connect a Weather Station
o Connect a Webcam

Maps & Radar
o Maps & Radar
o WunderMap
o Interactive Radar
o Interactive Satellite
o Radar Maps
o Forecast Maps
o Full Maps Catalog

Severe Weather
o Severe Weather
o Hurricane & Tropical Cyclones
o U.S. Severe Weather Map
o Convective Outlook
o Wildfires
o Preparedness
o Email Alerts

News & Blogs
o News & Blogs
o Category 6
o News Stories
o Videos
o Weather Infographics



o Weather Posters
o WUTV
o Blog Archive

Apps
o Apps
o Weather Underground for iOS
o Weather Underground for Android
o WunderStation for iPad
o All Mobile Apps

   
Weather Station Network
PWS Buying Guide
Connect a Weather Station
Connect a Webcam

    
WunderMap
Interactive Radar
Interactive Satellite
Radar Maps
Forecast Maps
Full Maps Catalog

   
Hurricane & Tropical Cyclones
U.S. Severe Weather Map
Convective Outlook
Wildfires
Preparedness
Email Alerts

    
Category 6
News Stories
Videos
Weather Infographics
Weather Posters
WUTV
Blog Archive

   
Weather Underground for iOS
Weather Underground for Android
WunderStation for iPad
All Mobile Apps
Historical Weather
Daily Forecast Flyer

Log in | Join 

°F
°C



Rockwall, TX

Forecast
History
Calendar
Rain / Snow
Health

Forecast
History
Calendar
Rain / Snow
Health

Weather History for KF46 - January, 2019 

Monday,  2019 

Daily

Weekly

Monthly

Custom






























































































































































































































































































































