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Accident Report
Case

Report Details

 <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

Accident Report
Case

Report Details

, San Antonio TX  <Provide Owner Name, Address, and Phone>

Who Owns the Vehicle?1.

, San Antonio TX  was driving with wife and two daughters
 <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.

9/3/16 around 1 PM <DATE> and <TIME>

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

Hot in Mexico <ROAD & WEATHER CONDITIONS>

Describe the Road & Weather Conditions at the Time of the Accident.6.
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70 to 75 MPH <VEHICLE SPEED>

What Speed was the Vehicle Traveling?7.

 No

Were any Other Vehicles Involved in the Accident?8.

Burned arm a little when me and the truckers were putting out the fire, but nothing much. 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.

In Mexico, on the  driving towards . I saw fire on the rear when some truckers were 
letting me pass. I tried to drive to a gas station but the fire got worse, so I pulled over and put out the fire with fire 
extigushers with the help of the truckers.  <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.

 and , no names or badges <Officer Name, Department, Badge>

What is the Name of the Officer, Department, and Badge Number?14.
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NA, with the insurance <POLICE REPORT NUMBER>

What is the Police Report Number?15.

Can't look up info on phone without disconnecting 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.

Insurance is taking the vehicle to a Kia dealer in Monterrey, Mexico. Don't know which one. <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.

Page 2 of 3



 No

Was Airbag Light on prior to accident?23.

Just to fix the truck <RESOLUTION SOUGHT>

What action are you requesting of Kia?24.

 Not Applicable

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

25.
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Accident Report
Case

Report Details

A-1) Who owns the vehicle?

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?

3

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

front passenger seat , behind driver  Behind passenger

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

Yes, Luggage in back  of car. Plus  had cargo container on trailer hitch

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

07/01/2017 21:45:00

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

No other vehicles or structures

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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Yes, 2 were actually placed

B-2) What time was 911 called?

Bright and sunny, clear roads

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

No physical injuries

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

I looked in rear view mirror and saw flames coming out of rear of car. There was no indication or warning. I just 
happened to look in the mirror

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

No, Vehicle was being driven

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

There were no warning lights. Did have the 15000 mile check  2 weeks prior.

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

I had a trailer hitch installed

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

It was on  in the middle of no  where About 1.5 miles from Highway 

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

C-1) Which fire agency responded?

No fire report number

C-2) What is the fire report number?

I have no idea State Farm Insurance towed Vehicle

D-1) Where is the vehicle now?

NO

D-2) Have any repairs been completed?

State Farm

D-3) Was the insurance company contacted?

Not yet.

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

I would like a better car. Insurance agent told me to call Kia because they wanted information on what happened.

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

Report Details

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?

3

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

-front passenger,  driverside middle row,  passenger side middle row

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

luggage rack attached to the hitch/  clothes in plastic tub.

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

07/01/2017 19:00:00

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

Damage to tub, clothing in tub and rear  bumper

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

no

B-2) What time was 911 called?
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sunny day, traveling on the highway

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

Driver received a blister form the melted plastic landing on right foot.

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

Driver saw smoke, pulled over, saw fire, pulled tub form straps and put out fire.

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

engine running

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

no

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

luggage rack attached to hitch

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

In Wyoming, near Cheyenne

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

NO

C-1) Which fire agency responded?

N/A

C-2) What is the fire report number?
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Driveable/ customer has possession

D-1) Where is the vehicle now?

no

D-2) Have any repairs been completed?

no

D-3) Was the insurance company contacted?

no

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

Reimbursement for lost clothing and shoes totaling $600/ repair of bumber

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?

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?

4

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

assenger,  backseat passenger, 5  backseat passenger,  backseat passenger

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

11/11/2017 20:00:00

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

only the passenger side visor was burnt

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

Page 1 of 3

 



no

B-2) What time was 911 called?

sunny and clear on a two lane country road

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

no

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

the visor was burning so the husband had to take it apart to stop the fire, the hot mirror popped out and broke 
because he could not touch it without burning fingers

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

on

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

no

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

no

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

Clarksville, GA

B-9) What is the closest address or cross streets, city, and state to where the incident happened?
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none were called

C-1) Which fire agency responded?

n/a

C-2) What is the fire report number?

, Valrico, FL 

D-1) Where is the vehicle now?

no

D-2) Have any repairs been completed?

no insurance company was contacted

D-3) Was the insurance company contacted?

no

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

i want the visor to be repaired under warranty which the dealer denied

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

Report Details

A-1) Who owns the vehicle?

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

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

0

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

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

12/05/2017 18:50:00

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

the only damage is a dent in the front fender of the customers car

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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10:50am CST

B-2) What time was 911 called?

wet, rainy

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

no

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

left shop and went down , had flip flops on, black dripping onto my foot and it was burning me, smelled 
smoke and saw fire. moved my foot and veh veered into the ditch. fire dept put out fire and said wiring harness was 
burning. police didnt file report bc no injuries, towed to dlr.

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

on

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

no

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

no

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

 Texas City, Texas

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

C-1) Which fire agency responded?

n/a

C-2) What is the fire report number?

dlr, Gay Family Kia

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?

cust states is nervous about driving vehicle, even after replacement, can i get the same kind of vehicle, thank god i 
didnt have my kids in the car. no lights on the dash, it came out of nowhere.

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

Page 3 of 3



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?

N/A

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

02/19/2018 19:30:00

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

JUST THE VEHICLE

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

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

N/A

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

SOMEONE WAS HONKING AT ME, REAR DRIVER SIDE, NEAR FUEL TANK AND TAIL LIGHT, BIG FLAMES

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

ON

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

NO

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

NO

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

IN FRONT OF MY HOUSE

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?

N/A

C-2) What is the fire report number?

Page 2 of 3



TOWED TO KIA OF BEDFORD

D-1) Where is the vehicle now?

NO

D-2) Have any repairs been completed?

NO

D-3) Was the insurance company contacted?

NO

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

NEED TO HAVE MY VEHICLE FIXED OR RENTAL CAR TILL FIXED, WANT TO KNOW WHAT CAUSED IT

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

Report Details

A-1) Who owns the vehicle?

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

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

0

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

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

04/25/2018 02:00:00

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

No

B-10) Describe all structures and/or vehicles involved & any damage that occurred to each one.
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4/24/2018 8 pm fire department

B-2) What time was 911 called?

raining

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

No

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

Sitting in park on the phone with an employee at work, saw the check tire symbol go off, then an orange triangle 
symbol came on, he shut the vehicle off, and opened the door, and then looked back and saw flames coming out of the 
back end, and he ran back and went to get a fire extinguisher from inside work, there is a video of the incident from 
work, looked as though it ignited from the running lights on the left passenger side.

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

Park, and on

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

check tire

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?

 @ Stanley Electric

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

C-1) Which fire agency responded?

do not have

C-2) What is the fire report number?

Hatfield Kia

D-1) Where is the vehicle now?

No repairs completed

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?

Need a completely different vehicle, do not want a Kia Sorento any longer, would like Kia to accomodate getting a 
different vehicle.

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

Report Details
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 Kia Motors America 
Consumer Affairs Department

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:

5XYPG4A39GG
2016 SORENTO

1
02/19/2016

Complaint
Quality

Product Liability
Fire/Explosion

Writer states:
1.Calling to follow up 
2. Would like to collect info 

Cust states:
1. Please call in 30 mins 

***  Phone - Call - Inbound created on 08/04/2017 11:20:29 (GMT-07:00) Arizona and created by  Jessica Weaver 
***
Writer called cust @  LVM 

Writer states:
1. Following up 
2. When you have the time please call 
3. Provided 1800# and case #

***  Phone - Call - Inbound created on 08/04/2017 17:46:16 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Morgan Morgan ***
Cust states:
1. Can I please speak with my CM? 
 
Wrt states:
1. Apologized.
2. VM if CM is not currently available. 

Cust states:
1. Thank you. 

***  Phone - Call - Inbound created on 08/04/2017 16:06:26 (GMT-07:00) Arizona and created by  Robert Bauer ***
Customer states:
1. I am looking to speak to Jessica.

Writer states:
1. Apologized.
2. Advised that she has left for the day.
3. Advised that writer will make her aware that you are looking for a call back.

Customer states:
1. After 12 please.
2. Thanked writer.

***  Phone - Call - Inbound commitment created on 08/02/2017 11:31:53 (GMT-07:00) Arizona with Commitment 
Date 08/07/2017 and created by  Jessica Weaver ***

***  Phone - Call - Outbound created on 08/07/2017 15:10:28 (GMT-07:00) Arizona and created by  Jessica 
Weaver ***
Writer called cust @  LVM 

    



 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:

5XYPG4A39GG
2016 SORENTO

1
02/19/2016

Complaint
Quality

Product Liability
Fire/Explosion

Writer states:
1.Calling to follow up 
2. Case will be sent to another department for handling 
3. Please allow 2-3 business days for follow up 
4. If questions please call 
5. Provided 1800# and case #

***  Phone - Call - Inbound created on 08/07/2017 15:14:13 (GMT-07:00) Arizona and created by  Jessica Weaver 
***
Dispatching to NCA 

1. Insurance company/ Cust alleges fire 
2. Unable to collect fire script 
3. Please review and assist 

***  08/07/2017 15:14:59 (GMT-07:00) Arizona ***
Dispatched from WIPBin = 6. Working to Queue National CA by Jessica Weaver
Reason: 

***  08/07/2017 16:35:45 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Harold Noyes
Reason: 

***  08/08/2017 08:08:12 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  08/08/2017 08:16:29 (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 08/08/2017 09:18:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt attempted to contact the insurance rep Brit.:
1. Brit is out of office until 8/10/17.

***  Research - Others commitment created on 08/08/2017 09:20:02 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/11/2017 and created by  Ryan Ristow ***

***  08/08/2017 09:22:19 (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 08/08/2017 11:51:12 (GMT-07:00) Arizona with Commitment 
Date 08/07/2017 closed by  Jessica Weaver ***

***  Research - Others commitment fulfilled on 08/11/2017 13:59:51 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 08/11/2017 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineers.

***  Phone - Call - Outbound created on 08/11/2017 14:00:44 (GMT-08:00) Pacific Time (US & Canada) and 

    



 Kia Motors America 
Consumer Affairs Department

Page 4 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:

5XYPG4A39GG
2016 SORENTO

1
02/19/2016

Complaint
Quality

Product Liability
Fire/Explosion

created by  Ryan Ristow ***
Wrt contacted insurance rep Brit;
1. Are you subrogating us?
2. Have you settled with the customer?

Brit replied;
1. We are looking into it.
2. We have settled with the customer.
3. We are scratching our heads.
4. We are unable to find the concern.
5.The customer had an aftermarket hitch, but there were no spliced wires.
6. We wanted to invite you all to look at it.

Wrt replied:
1. Okay, please send the police report and I will review with the engineers,.

***  Phone - Call - Outbound created on 08/16/2017 10:13:55 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for Britt with the insurance pending a call back.

***  Phone - Call - Inbound commitment created on 08/16/2017 10:14:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 08/16/2017 11:14:29 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 closed by  Ryan Ristow ***
Britt called back in:
1. Returning your call.

Wrt replied:
1. Based off of the info provided, we are unable to identify any manufacturing concerns.
2. We would be unable to make an inspection in a timely manner.
3. If you elect to subrogate, please contact us with the information found.

Brit replied;
1. Thanks for the follow up.

***  08/16/2017 11:16:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer or insurance contact.

***  08/28/2017 17:16:38 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Letter - Letter Received created on 08/28/2017 17:17:06 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Brecon Crosby ***
NCA rec'd letter from State Farm. Letter states:
1. This notice is to advise of a loss that occurred to our insured's vehicle. 
2. Out investigation indicates that the manufacturer is responsible for this loss.
3. Your cooperation is appreciated.

Attaching & dispatching to NCA.

    



 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:

5XYPG4A39GG
2016 SORENTO

1
02/19/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  08/28/2017 17:21:14 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason: 

***  08/29/2017 07:30:04 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  08/29/2017 07:46:36 (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 08/29/2017 08:03:05 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for insurance rep Brit a

***  Phone - Call - Inbound commitment created on 08/29/2017 08:07:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/05/2017 and created by  Ryan Ristow ***

***  08/29/2017 08:10:23 (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 09/05/2017 10:06:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/05/2017 closed by  Ryan Ristow ***
Wrt left a VM for the insurance rep.

***  09/05/2017 10:07:27 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending insurance contact.

***  09/29/2017 14:06:14 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

***  Others - Others created on 09/29/2017 14:06:27 (GMT-08:00) Pacific Time (US & Canada) and created by  
Ryan Ristow ***
Tread review completed

***  09/29/2017 14:06:50 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending insurance contact.

    



 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:

5XYPG4A3XGG
2016 SORENTO

1
02/02/2015

Complaint
Quality

Product Liability
Fire/Explosion

Case History

***  08/15/2017 16:41:16 (GMT-08:00) Pacific Time (US & Canada) ***
Contact = , Priority = Escalated, Sub Status = Working

***  Letter - Letter Received created on 08/15/2017 16:42:21 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Brecon Crosby ***
NCA rec'd letter from Houts Law. Letter states:
1. Kia Sorento spontaneously caught fire.
2. Fire originated in the rear storage area, possibly due to faulty wiring in a light.
3. If Kia is interested in participating, please have your consultant contact me.

Attaching & dispatching to NCA. 

***  08/15/2017 16:44:59 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason: 

***  08/16/2017 07:38:48 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  08/16/2017 07:47:29 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 08/16/2017 08:26:38 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with Mark Houts, with Houts Law PLLC:
1.Wtr asked for documentation and pics
2. Mark advised would send
3.Wtr gave email and call ended

***  Phone - Call - Inbound commitment created on 08/16/2017 08:41:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 08/16/2017 08:41:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 and created by  Gustavo Villela ***

***  08/16/2017 08:43:37 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Default and Sub Status of Assigned

***  Phone - Call - Inbound commitment fulfilled on 08/23/2017 10:26:56 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 08/23/2017 10:26:58 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr received docs

***  Phone - Call - Inbound commitment created on 08/23/2017 10:27:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/25/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 08/30/2017 10:13:48 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/25/2017 closed by  Gustavo Villela ***
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***  Phone - Call - Inbound created on 08/30/2017 10:13:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr reviewed case with engineers on 8/28/17

***  Phone - Call - Inbound created on 08/30/2017 10:14:15 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with Mark Houts:
1. Asked who they represented
2. Mark advised was hired by Insurance, but would represent the client
3.Asked for location
4. Mark stated he would email me back
5. Mark stated there is no other description

call ended

***  Phone - Call - Inbound commitment created on 08/30/2017 10:18:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/01/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound created on 08/30/2017 14:30:15 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr received location from Mark:
1. Iaa in Oklahoma City
2. Wtr checked IAA to verify
3. Could not search
4. Asked Mark for verification on stock number

***  Phone - Call - Inbound commitment created on 08/30/2017 10:18:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/11/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 08/30/2017 10:18:51 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/12/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 09/11/2017 15:46:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/12/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 09/15/2017 13:54:16 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr sent email to Mr. Houts:
1. "Mr. Houts,
 
I apologize for not responding in a timely manner. I was out of the office Friday. However, our engineers do want to 
join the inspection. Our engineer asked to give you his information"

***  Phone - Call - Inbound created on 09/15/2017 13:54:32 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr received email from Mr. Houts:
1. "Thanks Gustavo. I have passed along his information. Our guys are 

Derek Longeway
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and 

Scott Rogers

Thanks,"

***  Phone - Call - Inbound commitment created on 09/15/2017 13:55:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/19/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 09/15/2017 13:55:24 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/25/2017 and created by  Gustavo Villela ***

*** Case 12451218 is sent on 9/19/2017 8:40:51 by Gustavo Villela 
To @kiausa.com 
Cc:  
Title: 

***  Phone - Call - Inbound created on 09/19/2017 09:38:27 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with Derrick L, inspector:
1. Wtr asked if 10/3 or 10/5 were good dates to inspect
2. derrick advised the earliest he can inspect is mid to late june
3. Gave email to wtr to give to engineer

call ended

***  Phone - Call - Inbound created on 09/19/2017 09:45:58 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr gave email to engineer to set up inspection

***  Phone - Call - Inbound created on 09/29/2017 16:05:42 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Tread review completed

***  Phone - Call - Inbound commitment fulfilled on 10/02/2017 15:04:08 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/25/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 10/02/2017 15:04:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/06/2017 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 12/06/2017 11:20:44 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/06/2017 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 12/06/2017 11:20:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Vehicle inspected

***  12/06/2017 11:21:26 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Concerns Recorded
[Resolution Summary]
No further contact from insurance required
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***  11/28/2017 14:45:59 (GMT-07:00) Mountain Time (US & Canada) ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 11/28/2017 14:46:03 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Linda Welter ***
Customer Alleges: 
1.Luggage rack attached to hitch caught fire due to heat from tailpipe.
2. Driving on highway.
3. Damage to tub, clothes and rear bumper.
4. Seeking reimbursement for clothing, shoes $600 and bumper repair.

Writer States:
1.Apologized
2. Informed case created, information given/ dispatched to National.
3. Advised to download pictures of vehicle.

Customer States:
1 Thank you.
Thank you, call ended.

***  11/28/2017 15:16:57 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Linda Welter
Reason: 

***  Phone - Call - Inbound created on 11/28/2017 15:51:11 (GMT-07:00) Arizona and created by  Sasha Kerns ***
Customer states:
1: Wasn't able to upload pictures

Writer states:
1: Apologized
2: Advised of no email
3: Will document in case

***  11/28/2017 15:52:11 (GMT-07:00) Arizona ***
Assigned to WIPBin Default of Linda Welter by Sasha Kerns
Reason: 

***  11/28/2017 15:00:49  ***
183.jpeg added by  on 11/28/2017 15:00:48

***  11/28/2017 17:58:36 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Linda Welter
Reason: 

***  11/29/2017 08:17:22 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  11/29/2017 08:29:15 (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 11/29/2017 09:23:11 (GMT-08:00) Pacific Time (US & Canada) with 
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Commitment Date 12/01/2017 and created by  Ryan Ristow ***

***  11/29/2017 09:23:45 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  11/29/2017 12:59:00  ***
IMG_20171129_135448565_HDR.jpg added by  on 11/29/2017 12:58:57

***  Phone - Call - Outbound created on 11/29/2017 13:30:57 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Others - Others commitment fulfilled on 12/01/2017 10:43:50 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 12/01/2017 closed by  Ryan Ristow ***
Wrt reviewed with the KMA engineers.

***  Phone - Call - Outbound created on 12/01/2017 10:44:38 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Phone - Call - Inbound commitment created on 12/01/2017 10:44:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/08/2017 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 12/01/2017 11:01:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/08/2017 closed by  Ryan Ristow ***
Customer called back in:
1. Returning your call.

Wrt replied;
1. thanks for calling;
2. I reviewed your photos with the KMA engineers.
3. We wanted to inform you that it is not a manufacturing defect.
4. It is possible that if the after market luggage box is located behind the exhaust, under high loads it can get hot 
and cause a fire.
5. We would be referring you to your insurance.

The customer replied:
1. Okay, thanks for the call.

***  12/01/2017 11:01:42 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Case closed pending customer contact.
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Dealer Code/Selling Dealer (Y or N): 
Original Owner (Y or N): No
What is current Customer Request  (if needed): N/A

***  Phone - Call - Outbound created on 12/08/2017 13:43:01 (GMT-05:00) Eastern Time (US & Canada) and 
created by  Colby Duncan ***
Wrtr called  LVM

Wrtr states
1. Calling to follow up on repair
2. Provided case and cb #

***  Phone - Call - Inbound commitment fulfilled on 12/08/2017 13:43:58 (GMT-05:00) Eastern Time (US & Canada) 
with Commitment Date 12/08/2017 closed by  Colby Duncan ***

***  12/08/2017 13:44:23 (GMT-05:00) Eastern Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]

***  12/08/2017 15:21:31 (GMT-05:00) Eastern Time (US & Canada) ***
Reopened with Sub Status of Working

***  Phone - Call - Inbound created on 12/08/2017 15:21:35 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Chelsea Wallen ***
Cust stated 
1. Calling back to speak with colby
2. Im having a wiring problem with the car 
3. Husband took bulb out because it kept burning an since we did that they said it void the warranty 

Wrt stated 
1. Advised hes currently on a call 
2. Asking to see if he reached out to the dpsm 
3. he stated hes waiting on a response 

Cust stated 
1. ok thank you

***  12/08/2017 15:27:15 (GMT-05:00) Eastern Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]

***  12/08/2017 15:36:09 (GMT-05:00) Eastern Time (US & Canada) ***
Reopened with Sub Status of Working

***  Email - External Email Sent commitment created on 12/08/2017 15:36:13 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 12/12/2017 and created by  Colby Duncan ***

***  Email - External Email Sent commitment created on 12/08/2017 15:36:13 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 12/12/2017 and created by  Colby Duncan ***
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***  Email - External Email Sent commitment created on 12/08/2017 15:36:13 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 12/13/2017 and created by  Colby Duncan ***

***  Phone - Call - Outbound created on 12/13/2017 12:07:04 (GMT-05:00) Eastern Time (US & Canada) and 
created by  Colby Duncan ***
Wrtr called Jessica Brownlee @  LVM

Wrtr states
1. Calling to follow up on Goodwill email
2. Provided case and cb #

***  Email - External Email Sent commitment created on 12/08/2017 15:36:13 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 12/15/2017 and created by  Colby Duncan ***

***  Phone - Call - Inbound created on 12/18/2017 13:27:57 (GMT-07:00) Arizona and created by  William Bushong 
***
cust states
1.  i am waiting to hear back
2.  the tcs is checking with someone else

writer states
1.  apologized
2.  looks like the tcs is reaching out to the DPSM

cust states
1.  the dealer is not calling me back
2.  the wiring was burning
3.  my husband took the visor apart that broke the mirror to stop the burning

writer states
1.  i am sorry to hear that

cust states
1.  this should be covered

writer states
1.  apologized

*** filled out fire script ***

writer states
1.  i will dispatch this to our NCA

***  12/18/2017 13:53:37 (GMT-07:00) Arizona ***
Dispatched from WIPBin = Default to Queue National CA by William Bushong
Reason: 

***  Email - External Email Sent commitment fulfilled on 12/19/2017 08:04:59 (GMT-05:00) Eastern Time (US & 
Canada) with Commitment Date 12/15/2017 closed by  Colby Duncan ***

***  12/19/2017 07:51:12 (GMT-08:00) Pacific Time (US & Canada) ***

- _ _____   _____  
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Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  12/19/2017 07:57:13 (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 12/20/2017 10:43:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the customer.

***  Phone - Call - Outbound created on 12/20/2017 10:43:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Ryan Ristow ***
Wrt left a VM for the svc department.

***  Phone - Call - Inbound commitment created on 12/20/2017 10:44:04 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/04/2018 and created by  Ryan Ristow ***

***  12/20/2017 11:26:43 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned

***  Phone - Call - Inbound commitment created on 12/20/2017 10:44:04 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/04/2018 and created by  Ryan Ristow ***
Customer left a VM.

Wrt left a VM for the customer

***  Phone - Call - Inbound commitment created on 12/20/2017 10:44:04 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/11/2018 and created by  Ryan Ristow ***

***  Phone - Call - Inbound commitment fulfilled on 01/08/2018 13:47:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/11/2018 closed by  Ryan Ristow ***
Wrt spoke with customer:
1. provided update.
2. I will call you back as soon as I have an update.

***  Email - External Email Received commitment created on 01/08/2018 13:47:11 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/11/2018 and created by  Ryan Ristow ***

***  01/09/2018 10:12:11 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 2. Pending Customer Callback and Sub Status of Assigned

***  01/09/2018 10:12:58 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 5. Review and Sub Status of Assigned

***  Email - External Email Received commitment fulfilled on 01/11/2018 10:33:21 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/11/2018 closed by  Ryan Ristow ***
Good Morning Ryan,

Here is the information you requesting for customer 

Customer’s concern from ro# dated 12/2/17 mileage:  35481 
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C/s passenger side vanity mirror was stuck open, wiring is burnt-interior lights would not stay working kept blowing 
fuses, was a burning smell check and advise.

I spoke with Ashley the service advisor this morning in regards to the customer’s concern.  
She also stated that the customer told her that he ripped the mirror out.  

When speaking with Marcus the technician, he stated that he didn’t find anything burnt from a visual aspect as light 
is mounted in roof. 

Also found Sun visor/Mirror assy damaged by customer as the sliding door to open the mirror was broken as well 
as the Mirror was broken as well. 

Technician stated that this concern was not a warrantable repair, that concern was damaged by the customer.

Regards,

Grace Giaccone

***  Research - Others commitment created on 01/11/2018 10:33:52 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/12/2018 and created by  Ryan Ristow ***

***  Research - Others commitment fulfilled on 01/12/2018 12:58:04 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/12/2018 closed by  Ryan Ristow ***
Wrt reviewed with KMA engineers.

***  Others - Others commitment created on 01/12/2018 12:58:11 (GMT-08:00) Pacific Time (US & Canada) with 
Commitment Date 01/19/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 01/12/2018 13:09:13 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/12/2018 closed by  Ryan Ristow ***
Wrt contacted the customer;
1. I got information from the dealer.
2. They were informing me that they were unable to identify any concerns regarding the light.
3. We can get back in to rereview if you like.

Customer replied:
1. No, that dealer never duplicates a concern.

Wrt replied:
1. Okay, well lets get it to another dealer.

Customer replied;
1. Okay, that sounds good.

***  Phone - Call - Inbound commitment created on 01/12/2018 13:09:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/19/2018 and created by  Ryan Ristow ***

***  01/12/2018 13:09:44 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 1. Intro Calls and Sub Status of Assigned
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***  Phone - Call - Inbound commitment fulfilled on 01/19/2018 13:28:17 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/19/2018 closed by  Ryan Ristow ***
Wrt contacted the customer:
1. Was an appointment set with the dealer?

The customer replied;
1. Yes the first Monday of February at Regal Kia.

***  Phone - Call - Outbound commitment created on 01/19/2018 13:28:20 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 01/31/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 01/19/2018 13:28:20 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/01/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment fulfilled on 02/01/2018 13:37:03 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/01/2018 closed by  Ryan Ristow ***
Wrt contacted the Kia dealer and informed them that the photos were needed.
Wrt approved rental for the customer.

***  Phone - Call - Outbound commitment created on 02/01/2018 13:37:06 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/05/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 02/01/2018 13:37:06 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/06/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 02/01/2018 13:37:06 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/07/2018 and created by  Ryan Ristow ***

***  Phone - Call - Outbound commitment created on 02/01/2018 13:37:06 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/08/2018 and created by  Ryan Ristow ***

***  Phone - Call - Inbound created on 02/08/2018 07:43:41 (GMT-07:00) Arizona and created by  Kevin Brazzle ***
Cust states:
1. The veh is fixed, Regal was awesome.
2. Wanted to make sure my info is correct as well.

Writer States:
1. Glad to hear Dlr took good care of cust.
2. Confirmed mailing address.

Cust thanked writer

***  Phone - Call - Outbound commitment fulfilled on 02/08/2018 08:05:06 (GMT-08:00) Pacific Time (US & 
Canada) with Commitment Date 02/08/2018 closed by  Ryan Ristow ***
Vehicle is repaired.

***  02/08/2018 08:06:09 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Repaired at Dlr
[Resolution Summary]
Case closed pending customer or dealer contact.
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***  12/08/2017 13:52:39  ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 12/08/2017 13:52:44  and created by  Alicia Younge ***
Cust states: 
1. My car caught on fire under the steering wheel. 
2. Dlr told me to call you to start a claim. 

Wtr states: 
1. Apologized. 
2. To confirm, you are safe and the car is at the dlr, correct? 

Cust states: 
1. Yes, mam.

Wtr states: 
1. Completed fire interview. 
2. Advised that someone from our escalation team will reach out to you in regards to your concern in 2-3 business 
days.
3. Gave case#.

Cust states: 
1. Other question, why am i not being notified of any recalls? 

Wtr states: 
1. Advised that only showing service alerts, not service campaigns/recalls. 
2. Explained difference between SA and SC. 
3. Advised that would receive SC notifications via address filed with state DMV.

Cust states: 
1. This is my third Kia. 
2. I just want to feel safe in my veh.

***  Phone - Call - Outbound created on 12/08/2017 14:15:52  and created by  Alicia Younge ***

Wtr states: 
1. Called dlr to complete service template. 
2. Left vm with case#, 800#, and last 8 of VIN. 
3. Advised that anyone that answers return call, can assist with gathering necessary information.

***  Phone - Call - Outbound commitment created on 12/08/2017 14:27:43  with Commitment Date 12/11/2017 and 
created by  Alicia Younge ***

***  Phone - Call - Outbound commitment fulfilled on 12/11/2017 09:39:06  with Commitment Date 12/11/2017 
closed by  Alicia Younge ***
Wtr states: 
1. Called dlr to complete service template. 
2. Left vm with case#, 800#, and last 8 of VIN. 
3. Advised that anyone that answers return call, can assist with gathering necessary information.

***  Email - Internal Email Sent commitment created on 12/11/2017 09:39:19  with Commitment Date 12/12/2017 
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and created by  Alicia Younge ***

***  Phone - Call - Inbound created on 12/11/2017 12:01:12 (GMT-07:00) Arizona and created by  Christian Portrey 
***
Svc Mgr Billy Moore:
1. I was calling in on a VM I got.

Wrt:
1. Apologized.
2. This would be a case you wouldn't have looked at yet.
3. It should go to another dept to authorize you.
4. Let me inform the case manager.

Svc Mgr:
1. Thank you.

***  Note - Others commitment fulfilled on 12/11/2017 12:49:30  with Commitment Date 12/12/2017 closed by  Alicia 
Younge ***
Forward to ECR
1. Customer states my car caught on fire under the steering wheel.
2. Vehicle is currently down at  
3. Customer is requesting just want to feel safe in my veh.
4. Please review and follow up accordingly.

***  12/11/2017 12:59:08  ***
Dispatched from WIPBin =  to Queue National CA by Alicia Younge
Reason: 

***  12/12/2017 07:53:36 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  12/12/2017 07:59:18 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 12/12/2017 09:17:46 (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. I was driving and noticed plastic dripping onto my foot
2. Went into ditch and car caught on fire
3. Car is at dlr
4. Have contacted Geico and they did send an adjuster

Wrt states
1. Thank you for information
2. Please provide photos and report if available
3. Will contact dlr
4. You may also provide my contact info to your insurance
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***  Phone - Call - Outbound created on 12/15/2017 14:11:19 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. After review, would like to repair vehicle 

Cust states
1. Okay thank you
2. I have some questions
3. What caused it
4. Will car be safe
5. need a rental, Insurance is requesting it back
6. Also body damage

Wrt states
1. Unsure of what caused event at this time, will review old parts
2. Will check vehicle before releasing back to you
3. Will contact dlr to authorize rental
4. Will review body damage with dlr and follow up
5. Please wait to work with insurance company at this time

Cust states
1. Okay thank you

***  Phone - Call - Outbound created on 12/18/2017 11:52:52 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with Dlr. Left message for CB

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/18/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 12/20/2017 09:16:29 (GMT-07:00) Arizona and created by  Angel Soto ***
Billy SVC Dir
1. I wanted you to know that I had requested info from cust
2. Just wanted to follow up

Writer states:
1. This case is at NCA with Alex Villalpando

Billy SVC Dir :
1. Can you let Alex know that I am wanting to move this forward, the veh has been here for 15 days, would like to 
know what is going on so we can proceed.

Writer states:
1. Writer has documented your concern

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/20/2017 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 12/21/2017 and created by  Alex Villalpando ***
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call ended

***  Phone - Call - Outbound created on 01/04/2018 10:28:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case

Cust states
1. Frustrated about situation
2. Spoke to the dlr and they do not know what caused it
3. Do not know when vehicle will be completed
4. I have a payment coming up on the 15th

Wrt states
1. Apologize
2. Will contact dlr and follow up
3. At this time unsure of exact cause
4. Parts will be sent back to us for review
5. Can review for assistance 
6. How much are your car payments?
7. Can follow up for assistance once vehicle is completed
8. Please provide documents for review

Cust states
1. I understand
2. Car payments are around $537
3. Just very frustrated and feel unsafe

Wrt states
1. Will contact dlr and follow up

Cust states
1. Thank you

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/05/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/08/2018 13:36:44 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Billy at dlr. Billy advised waiting on parts. ETA 1/15/18

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/09/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/15/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/17/2018 13:39:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB
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***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/19/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 01/17/2018 14:20:01 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Cust attempted contact.

***  Phone - Call - Outbound created on 01/17/2018 14:21:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have not yet received docs

Cust states
1. Wife was able to find it and will send it
2. Have spoken to Billy who has given us an update
3. Thank you for following up

Wrt states
1. Thank you 
2. Will contact dlr 
3. Will review and follow up

***  Phone - Call - Outbound created on 01/19/2018 15:28:33 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Billy at dlr. Billy advised service repairs will be done Monday and vehicle will then be taken to 
bodyshop

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/31/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/29/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 01/29/2018 13:43:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Billy at dlr. Billy advised vehicle will be complete in about 1 week.

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 01/30/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 01/30/2018 09:38:12 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have contacted Billy at dlr
3. Billy advised vehicle is at bodyshop and should be completed in about 1 week

Cust states
1. Okay
2. Have the parts been sent back to you
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Wrt states
1. Request has been made for parts and should arrive soon
2. Will follow up with updates. 

cust states
1. Okay thank you

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 01/31/2018 09:24:39 (GMT-07:00) Mountain Time (US & Canada) and 
created by  Linda Welter ***
Customer States:
1. Supposed to pick up the vehicle today.
2. CM requested to call before it is picked up.

Writer States:
1.Apologized.
2. CM not available, will email request to call back.

Customer States:
1 Thank you.
Thank you, call ended.

***  Phone - Call - Outbound created on 01/31/2018 14:44:12 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have contacted Billy at dlr and been advised vehicle is ready for pick up
3. As discussed, have reviewed for GW
4. After review, see car has been down for about 2 months

Cust states
1. My concern is that we still do not know the cause of this and unsure about safety
2. We really want to trade the car in 
3. We want to get another Kia and have had 3 Kias
4. Do no want to be upside down

Wrt states
1. I understand
2. Sales would be handled through the dlr 
3. Unable to offer repurchase
4. Would refer to WCIM
5. Can offer to assist with 2 car payments

Cust states
1. We want to get another car but do no want to be upside down. this would help with trade in 
2. $2,000 would help with this
3. Requesting this

Wrt states
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1. Can review and follow up with you

Cust states
1. Thank you

***  Phone - Call - Outbound created on 02/01/2018 11:16:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have reviewed 
3. At this time, able to offer 3 car payments
4. also can offer 3 years/36,000 of oil changes and tire rotations

 states
1. Please contact Mr. Reyes at dlr.
2. Then call my husband
3. He has the final say

Wrt states
1. I will 
2. Thank you

***  Phone - Call - Outbound created on 02/01/2018 11:18:28 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with Mr. Reyes at dlr. Left message for CB

***  Phone - Call - Outbound created on 02/01/2018 11:19:07 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have contacted wife already
3. After review, able to offer 3 car payments and 3 years/36,000 mileage of oil changes and tire rotations

 states
1. that sounds great
2. Did speak to Mr. Reyes at dlr yesterday
3. He said he can help us get into a new Sorento
4. He said to give him 24 hours and that he will speak to you also 

Wrt states
1. Have attempted contact 
2. will follow up

Cust states
1. Thank you

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/02/2018 15:00:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
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Please contact me if you have any questions.

Thank you,

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/14/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 02/14/2018 09:00:16 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have you received email

Cust states
1. Yes
2. Will send today

Wrt states
1. Thank you
2. Please contact me if you have any questions.

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/19/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/26/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 02/20/2018 and created by  Alex Villalpando ***

***  02/20/2018 10:43:39 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #  Submitted

***  02/20/2018 10:46:49 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #  Submitted

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 02/20/2018 10:24:25 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
NA

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/14/2018 and created by  Alex Villalpando ***

***  03/09/2018 17:04:07 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill  Submitted
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***  03/09/2018 17:07:42 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #  Submitted

***  03/09/2018 17:19:16 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  03/12/2018 12:58:13 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/16/2018 and created by  Alex Villalpando ***

***  Letter - Letter Sent created on 03/15/2018 11:19:26 (GMT-08:00) Pacific Time (US & Canada) and created by  
Alex Villalpando ***
Wrt mailed check this date.

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound created on 03/21/2018 10:34:04 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
na

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/04/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/11/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 12/12/2017 14:41:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/18/2018 and created by  Alex Villalpando ***

***  Note - Others created on 04/17/2018 09:22:41  and created by  Kevin Hanson ***
Mailed KCCMP to cust on 4/17/18.

***  Phone - Call - Inbound commitment updated on 04/18/2018 09:06:41 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/19/2018 and updated by  Alex Villalpando ***

***  Note - Others created on 05/14/2018 11:52:00 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Consumer Affairs authorized amount: 
$7,558.54

***  Phone - Call - Inbound created on 05/14/2018 11:52:56 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
na

***  Phone - Call - Inbound commitment updated on 05/14/2018 16:06:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/18/2018 and updated by  Alex Villalpando ***
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***  Phone - Call - Inbound commitment updated on 05/18/2018 10:53:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/23/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/22/2018 15:38:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/29/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 05/29/2018 17:02:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/29/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 05/29/2018 17:05:40 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/31/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 05/31/2018 10:42:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/31/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 05/31/2018 10:43:09 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/06/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/06/2018 11:45:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/20/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/20/2018 11:27:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/25/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/25/2018 13:55:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/27/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/27/2018 10:47:17 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/02/2018 and updated by  Alex Villalpando ***

***  06/27/2018 16:40:47 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: 129421 Final Approved

***  Phone - Call - Inbound commitment updated on 07/02/2018 08:51:55 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/11/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 07/11/2018 11:34:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/18/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 07/18/2018 09:28:09 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/25/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 07/25/2018 11:33:53 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/03/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 08/03/2018 09:48:29 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/16/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 08/16/2018 14:55:46 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 08/23/2018 10:03:22 (GMT-08:00) Pacific Time (US & Canada) 
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with Commitment Date 09/05/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 09/05/2018 10:07:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/05/2018 closed by  Alex Villalpando ***

***  09/05/2018 10:07:23 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.
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Case History

***  02/20/2018 14:25:02 (GMT-07:00) Arizona ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 02/20/2018 14:14:55 (GMT-07:00) Arizona and created by  Sasha Kerns ***
Customer states:
1: Driving vehicle yesterday
2: Someone was blowing at me, back of vehicle on fire, near tail lights
3: Need my vehicle fixed or rental
4: They wont tell me why it happened

Writer states:
1: Apologized
2: Advised will contact dealer
3: Advised will send case to ECR

**Fire script completed

***  Phone - Call - Outbound created on 02/20/2018 14:27:10 (GMT-07:00) Arizona and created by  Sasha Kerns 
***
Spoke to Aubry in service:
1: Tech hasn't yet diagnosed it

Customer Name:
Customer phone #: 
Customer address: 
VIN: 5XYPG4A36GG
MY and Mileage: 2016 Mileage 35665
Most recent RO# Open Date and Close date (if applicable): RO#  Open 2/19 Closed
Days Down at initial Service Alert report (if applicable): 
Most recent Repair Issue and Diagnosis: 
Customer says, vehicle caught fire
Able to Duplicate (Y or N): Y
Repeat Repair (Y/N), if so, how many times?: N
Repair History of current concern with RO#, Open and Closed dates with mileage: 
ETA for completion of repairs (if applicable): N/A
Parts on order (Y/N), if so obtain part#, order#: 
Techline Case (if applicable): N/A
Rental / Loaner Provided? If so, since when?: N/A
Dealer contacted DPSM (if needed): 
Vehicle repaired?: N
Customer has possession?: N
Dealer Code/Selling Dealer (Y or N): 
Original Owner (Y or N): 
What is current Customer Request (if needed): N/A

Writer states:
1: Thank you

***  Note - Others created on 02/20/2018 14:31:58 (GMT-07:00) Arizona and created by  Sasha Kerns ***
Forward to NCA
1 Customer alleges the vehicle caught fire
2 Vehicle is currently down at 
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2.Pleas call back with veh repair status 
3.Provided cust name and phone number

***  02/22/2018 11:37:19 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Working

***  Phone - Call - Outbound created on 02/22/2018 11:37:40 (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 Sorento
2. Writer advised customer vehicle is being repaired
3. I would be more than happy to reimburse you the cost of the rental minus gas or insurance
4. Please have Enterprise fax over a copy of the final invoice
5. Gave customer call back number and fax number
6. Where would you like the check to be mailed to?

Customer states:
1. ., Cleveland OH 
2. The day that happened, I was moving
3. Thank you very much

***  Phone - Call - Inbound created on 02/23/2018 11:11:25 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hi Sam
2. This is 
3. I spoke with you yesterday about the Kia Sorento 2016
4. My vehicle is at Kia of Bedford
5. I spoke with someone and I was telling them that I don't want that car back because I don't feel safe
6. That's the second thing that's happened to that car
within the last couple of weeks
7. If you can give me a call back as soon as possible and we can discuss this and you can let me know what my 
options are
8. My number is 
9. Thank you

***  02/23/2018 11:13:15 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin GW Processing and Sub Status of Working

***  Email - External Email Sent created on 02/23/2018 11:43:53 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Service Manager Mike DeLisi at dealer  and CC'd DPSM JSparling:
Requested update

***  Phone - Call - Inbound created on 02/26/2018 05:29:05  and created by  Edward Blair ***
Cust
1.i was calling to see if there was any updates for my veh 
2.I spoke  with Samuel on last week 
3.He stated that the dealer has to send the parts off to be inspected 
4.I am still payinf for rental as well 
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5.I want some answers 

Writer
1.I am sorry 
2.I will notate
3.Writer called CSR Samuel Kim and left VM to call cust
4. Advise we will follow up with dealer and cust 

***  Email - External Email Received created on 02/26/2018 10:46:41 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Samuel Kim ***
Received email from Service Manager Mike DeLisi at dealer 
Hi Sam,

Can you please call my cell phone  when you have a moment, I have a couple of questions regarding 
this vehicle.

Techline and Engineering have requested we ship the bumper to California for inspection, is there a specific shipper 
they use?

Is there any way someone can send us a shipping label and arrange pick up as this part will need to be trucked due 
to it's physical size.

Also the customer is insisting that someone provide alternate transportation.

Any assistance with this is greatly appreciated.

***  Phone - Call - Outbound created on 02/26/2018 10:50:22 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called dealer  and left message for Service Manager Mike DeLisi at dealer
1. Requested call back
2. Left call back number

***  Email - External Email Sent created on 02/26/2018 10:51:09 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Service Manager Mike DeLisi at dealer 
Do you guys by any chance use Fedex? If yes, I can give you our account number and you can go ahead and bill it 
to our account.

And yes, please place the customer in a loaner or a rental.

***  Phone - Call - Inbound created on 02/26/2018 11:19:47 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received call from Service Manager Mike DeLisi at dealer 
Dealer states:
1. I was out of the office when you called
2. Thank you

Writer states:
1. Writer gave Fedex account number
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***  Phone - Call - Outbound created on 02/26/2018 11:26:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with 
Writer states:
1. Calling in regards to your 2016 Kia Sorento
2. Your vehicle is being repaired under the terms of the warranty
3. Writer has authorized a rental or a loaner
4. If you are requesting a repurchase, you will need to follow the guidelines as outlined in the WCIM
5. Per our previous conversation, please have Enterprise fax us the final rental invoice

Customer states:
1. I appreciate it, thank you

***  02/26/2018 11:29:33 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 2/26 (Monday) and Sub Status of Working

***  02/27/2018 17:11:43 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Dealership Repair and Sub Status of Working

***  Fax - Fax Received created on 02/27/2018 17:11:54 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Received Enterprise invoice via fax.

***  Phone - Call - Inbound created on 03/06/2018 12:04:25 (GMT-07:00) Arizona and created by  Michael Haynes 
***
The caller states:
1. I need to speak to Sam
2. I keep getting his VM
3. Gives case #

The writer states:
1. May I place you on hold while I try to reach him?

Writer dials  three times. Busy signal

2. Thank you for holding, apologizes hold
3. Apologizes, I got a busy signal with Sam
4. What were you wanting to reach him about?

The caller states:
1. I need to know what caused this fire for my insurance

The writer states:
1. I will document your call and request for callback

The caller states:
1. Thank you

***  Phone - Call - Inbound created on 03/06/2018 16:20:26 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hi Samuel
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2. This is 
3. I'm calling from for in reference of my 2016 Kia Sorento
4. The case number is 
5. I'm calling to find out if they find out what happened to the vehicle to cause the fire
6. I need to know this information soon as possible because I have a payment coming up
7. I can't get assistance with this payment until they diagnose what's going on with the car
8. So you get this message as soon as possible, give me a call back at (
9. Thank you

***  Phone - Call - Outbound created on 03/06/2018 16:22:28 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with
Writer states:
1. I received your message

Customer states:
1. The insurance company needs to know what happened so they can contact my financing company to defer the 
payment

Writer states:
1. Writer would classify it as electrical in nature
2. Referred customer to WCIM
3. Let me look into the status of your vehicle and I will call you back

Customer states:
1. Do I have to go through this thick booklet to have my vehicle repurchased?
2. Okay

***  Letter - Letter Received created on 03/06/2018 16:58:21 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Part(s) signed for by Warranty Parts Return Administrator GGutierrez. Fedex tracking number 
5XYPGDA56GG

***  Note - Others created on 03/06/2018 17:00:48 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
Reviewed case with KMA Engineer:
1. Have dealer proceed with repairs

***  Email - Internal Email Received created on 03/08/2018 10:51:04 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Received email from PQ sent to Service Manager Mike DeLisi at dealer OH055 (mkdelisi8@gmail.com) and CC'd 
to DPSM JSparling:
Hi Samuel
I apologize I did not know what we were supposed to do next I was waiting to hear from engineering and NCA team  
I will contact the tech and advise him to continue with repairs.

***  Phone - Call - Inbound created on 03/08/2018 10:52:10 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hi Mr Samuel
2. This is  with the 2016 Kia Sorento
3. I spoke with you yesterday
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4. I was intending on asking you, did you receive the fax from Enterprise so I can be reimbuirsed for my rental car 
that I had
5. I'd like to know if you mailed that out
6. Could you give me a call back or text me and let me know did you recieve that text soon as possible
7. Thank you and have a great day 

***  Note - Others created on 03/08/2018 17:14:45 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
One-time, goodwill to customer of $278.66 for rental reimbursement:
$249.99 + $6.00 + $2.03 = $258.02
$258.02 x 8.0% tax = $20.64
TOTAL = $278.66

***  Phone - Call - Outbound created on 03/09/2018 10:58:20 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called Enterprise in Cleveland, OH and spoke with Jorge 
Writer states:
1. Calling in regards to rental agreement 
2. Calling to verify this invoice has been paid in full
3. Was i  or  that paid for the rental?
4. Thank you

Jorge states:
1. It looks like it was 

***  Phone - Call - Outbound created on 03/09/2018 11:00:33 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with 
Writer states:
1. Enterprise is stating it was  who paid for the rental
2. Therefore, I can only issue the check to 

Customer states:
1. He's a cousin
2. He was with me, I didn't have proof of residence so he used his card

***  Email - External Email Sent created on 03/09/2018 12:21:02 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Sent email to Service Manager Mike DeLisi at dealer ) and Warranty Administrator 
Aubrey Hahn  and CC'd DPSM JSparling:
Hi Mike/Aubrey,

Could you do me a favor and submit the attached rental invoice along with the warranty claim and reimburse  
 paid for the rental because  did not have a physical mailing address). The 

customer had paid for the rental out of pocket while waiting for KMA’s decision on repairs.

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

***  Phone - Call - Inbound created on 03/12/2018 11:01:05 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hi Mr. Samuel
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2. This is Cassandra Grady
3. I was calling you with the information for the reimbursement for the rental car
4. The name is Alan Dale White
5. The address is  Cleveland OH
6. Thank you and please and could you please send him that as soon as possible
7. Thank you and have a great day

***  03/16/2018 10:52:24 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin GW Processing and Sub Status of Working

***  Phone - Call - Inbound created on 03/16/2018 10:59:42 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Samuel Kim ***
Received message from customer:
1. Hi Sam
2. This is calling for the Sorento 2016
3. I was calling to see if you had spoken to people at Kia to find out when they're going to have the car repaired
4. No one called me yet and every time I call, they don't have any information for me
5. And I need to know if you got that information to send that check to  
Cleveland OH 
6. Please give me a call confirming that you got this message
7. Thank you and have a blessed day

***  Phone - Call - Outbound created on 03/16/2018 11:02:18 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called dealer  and spoke with Service Manager Mike DeLisi
Writer states:
1. Calling to get an update on customer's vehicle
2. Thank you

Dealer states:
1. I have the car at a collision center

***  Phone - Call - Outbound created on 03/16/2018 11:07:29 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Samuel Kim ***
Called and spoke with
Writer states:
1. Your vehicle is currently in the body shop
2. The dealership will be issuing you a check for the rental

Customer states:
1. I appreciate it

***  Note - Others created on 03/30/2018 17:01:37 (GMT-08:00) Pacific Time (US & Canada) and created by  
Samuel Kim ***
TREAD review complete.

***  04/03/2018 14:02:16 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Repaired at Dlr
[Resolution Summary]
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Title: NO ACTION REQUIRED - Case Escalation

***  Research - Administrative Task created on 04/25/2018 07:29:57 (GMT-07:00) Mountain Time (US & Canada) 
and created by  Julie Miller ***
CTA:
1. Customer alleges vehicle caught fire
2. Fire script taken, video of incident will be available soon
3. Dealer has been advised not to work on vehicle, and DPSM advised

***  04/25/2018 07:34:01 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Julie Miller
Reason: 

***  Email - Internal Email Received created on 04/25/2018 08:24:35 (GMT-07:00) Mountain Time (US & Canada) 
and created by  Julie Miller ***
- With pictures attached to case

***  04/25/2018 07:45:35 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = National CA to WIPBin Inbox/Need To Call

***  04/25/2018 07:47:25 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 04/26/2018 13:14:25 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with cust. LEft message for CB

***  Phone - Call - Inbound commitment created on 04/26/2018 13:14:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/27/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 04/30/2018 08:32:23 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Heather at dlr. Heather advised instructed to not touch vehicle at this time.

***  Phone - Call - Outbound created on 04/30/2018 08:32:57 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted DPSM

***  Email - External Email Sent created on 04/30/2018 08:34:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: Kia Motors America  / 5XYPGDA38GG  

Good morning Heather,

Thank you for speaking with me. Per our discussion, can you please provide a repair estimate for this vehicle.

Please contact me if you have any questions.

Thank you, 
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***  Phone - Call - Outbound created on 04/30/2018 08:40:30 (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. Husband was sitting in car while it was running
2. Noticed car was on fire and used fire extinguisher 
3. Fire department also came out
4. Have contacted Progressive but have not moved forward at this time
5. Car is at dlr
6. Want to figure out what happened

Wrt states
1. Thank you for information
2. Have contacted dlr and inspecting vehicle
3. Will follow up
4. Please contact me if you have any questions.

cust states
1. Thank you

***  Phone - Call - Inbound commitment updated on 04/30/2018 08:44:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/02/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/02/2018 09:40:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/03/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/03/2018 09:23:54 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have working with dlr
3. Would like to have the parts sent back to us so we may further investigate
4. Would like to offer to repair vehicle

Cust states
1. I do not want this car and do not feel safe
2. You cannot tell my why it caught on fire
3. Do not want to risk family
4. Will get an attorney
5. there is also a bad plastic smell in vehicle
6. You cannot guarantee me this car will never catch on fire

Wrt states
1. Once parts arrive, can further investigate for cause 
2. If you do get an attorney, you may provide my contact info
3. If you would like to work with me, can offer the repair assistance and review for GW

Cust states
1. I will need to talk to my husband
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Wrt states
1. I understand
2. Can follow up with you
3. Thank you

***  Phone - Call - Inbound commitment updated on 05/03/2018 09:33:37 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/04/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/04/2018 15:26:22 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

***  Phone - Call - Inbound commitment updated on 05/04/2018 15:26:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/07/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/07/2018 12:24:59 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case

Cust states
1. I have talked to husband 
2. Concern is that we are not going to be able to sell or trade car
3. It will show on carfax that it caught on fire

Wrt states
1. Apologize, unsure on carfax
2. Would like to repair vehicle 
3. Engineers have advised there was an issue with the rear left back up sensor
4. After vehicle is repaired, can offer GW assistance

Cust states
1. What would that be

Wrt states
1. Unable to promise exactly at this time
2. Will be able to offer when vehicle repair has been completed
3. How much are your car payments

Cust states
1. They are about $600

Wrt states
1. can review for reimbursement of car payments

Cust states
1. I will need to talk to my husband
2. Call me tomorrow

Wrt states
1. Please contact me if you have any questions.
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***  Phone - Call - Inbound commitment updated on 05/07/2018 12:29:00 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/08/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/08/2018 16:17:26 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/09/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/09/2018 12:24:04 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Phone - Call - Outbound created on 05/11/2018 10:37:58 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Calling to follow up

Cust states
1. Have talked to husband
2. Concerned about the resale value
3. Requesting vehicle to be payed off

Wrt states
1. Apologize, unable to meet request at this time
2. Can repair vehicle and review for GW assistance 
3. Per our last conversation, you have advised your car payments are about $600
4. Can review for reimbursement of car payments

Cust states
1. This does not matter because it hurts the resale value
2. Do you have a manager I can speak to

Wrt states
1. Can have manager contact you once available

Cust states
1. Okay

***  Phone - Call - Inbound commitment updated on 05/11/2018 10:42:40 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/14/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/11/2018 12:09:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr spoke with  and stated:
1. calling in reference to vehicle
2. how may I assist you

 stated:
1. I cant believe you guys are just going to repair it with the same parts

wtr stated:
1. in looking at case notes, it appears that we didn't know what happened and wanted to send the parts back for 
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further investigation

 stated:
1. no, he said that you guys were able to verify the manufacturing concern
2. he said that it was the back up sensor that caused it
3. thank you

wtr stated:
1. apologized as don't see anything in notes about that
2. let me speak with him to get more familiar and get back to you shortly
3. thank you

***  Phone - Call - Inbound commitment updated on 05/15/2018 10:38:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/16/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/18/2018 11:46:53 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello calling to follow up in regards to case
2. After review with manager
3. Able to offer a few options
4. Able to repair vehicle and offer reimbursement of a few car payments
5. Per our last conversation, you advised your car payments are about $600
6. Another option would be to offer a SOC
7. Able to assist in getting a new Kia vehicle but the miles you have driven your vehicle your current vehicle will be 
deducted from that
8. Amount will be based on the miles driven, state laws, and how much you purchased your vehicle originally 

Cust states
1. So I will be negative
2. Can you have your manager contact me

Wrt states
1. Will have manager contact you once available
2. Please contact me if you have any questions.

cust states
1. Thank you

***  Phone - Call - Inbound commitment updated on 05/18/2018 11:52:11 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/29/2018 15:30:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/31/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Outbound created on 05/29/2018 15:45:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr spoke with customer
1. customer advised she was at softball game and couldn't talk long
2. wtr advised understand we offered customer a few options
3. wtr advised in order to fully advise on the options would need copy of customers sales contract
4. customer asked for wtr to email her and she will provide it 
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wtr sent email:

Please provide a copy of your sales contract for review.

Thank you,

***  Phone - Call - Inbound commitment fulfilled on 05/31/2018 14:05:18 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 05/31/2018 14:05:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 06/05/2018 09:46:43 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr left voicemail for customer to call back.

***  Email - External Email Sent created on 06/05/2018 09:47:33 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***

I left a voicemail but wanted to follow up with email. Can you please provide a copy of the sales contract or contact 
me at the below number.

Thank you,

***  Email - External Email Received created on 06/05/2018 09:54:59 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Jeff Stroup ***
It is in the Kia at the dealership.
Sent from my iPhone

***  Email - External Email Sent created on 06/05/2018 09:55:11 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
Thank you for responding, I will ask the service dept to look in the glove box and will let you know.

Thank you,

***  Phone - Call - Inbound commitment updated on 06/05/2018 09:59:15 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/06/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/08/2018 10:35:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/08/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound created on 06/08/2018 10:35:33 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Wrt attempted contact. Left message for CB
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***  Phone - Call - Outbound created on 06/08/2018 13:35:23 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have created offer letter that will be able to send to you but wanted to give you a call first
3. Able to provide goodwill. Reimbursement of 4 car payments for the amount of $2,304.12
4. Or able to offer a SOC.
5. Will have $14,445 in buying power of a new Kia vehicle
6. Will need to work with lien holder and dlr
7. Can send you offer letter

Cust states
1. Okay then
2. I will talk to my husband about it

Wrt states
1. Please contact me if you have any questions.

***  Phone - Call - Inbound commitment updated on 06/08/2018 14:14:14 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/15/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 06/08/2018 17:01:08 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: Re: Kia Motors America

Please call me as soon as you can.

Thank you.

Sent from my iPhone

***  Phone - Call - Outbound created on 06/08/2018 17:02:32 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case

Cust states
1. Had a questions
2. We have to give you guys a check

Wrt states
1. SOC involves switching vehicle and having to deduct usage of vehicle from original purchase price
2. Amount left over can be applied to new vehicle
3. If car of choice exceeds that amount, difference will have to be paid or possibly financed
4. Will work with dlr and lien holder 

Cust states
1. Okay thank you
2. Will want to get into another Kia
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Wrt states
1. Great 
2. Please return offer letter

cust states
1. Thank you

***  Phone - Call - Inbound commitment updated on 06/08/2018 17:12:15 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/14/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound created on 06/11/2018 09:40:26 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Jeff Stroup ***
customer left voicemail for wtr to call back.

***  Phone - Call - Inbound created on 06/12/2018 09:45:02 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Jeff Stroup ***
wtr spoke with customer
1. customer had question in refrence to option 1
2. wtr explained mileage deduction to customer
3. customer advised she may be interested in down grading into another kia vehicle
4. wtr advised to SOC and mileage deduction is based upon same MSPR. if customer chooses to go down in 
MSRP then the mileage deduction would be lower due to selecting lower vehicle
5. customer advised the option 2 does not take into consideration of vehicle getting damaged
6. wtr advised would repair vehicle and then provide customer the monetary  for option 2
7. customer advised she would speak with dlr and get back in contact with CSR or wtr with decision.

***  Phone - Call - Inbound commitment updated on 06/14/2018 15:16:04 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/15/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 06/15/2018 10:47:18 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Jeff Stroup ***
As per Kia our trade in value has dropped to 10,500 since the fire.

***  Phone - Call - Inbound commitment updated on 06/18/2018 17:11:25 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/19/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 07/03/2018 15:27:14 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/05/2018 and updated by  Alex Villalpando ***

***  Web - Note created on 07/10/2018 09:27:03  and created by  DPSM User KMA ***
Customer still in rental car. Checking status to see if there had been any updates. -Matt Partington, DPSM

***  Phone - Call - Inbound commitment updated on 08/22/2018 17:54:50 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/23/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 08/28/2018 13:37:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/30/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 08/30/2018 16:33:25 (GMT-08:00) Pacific Time (US & Canada) 
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Please contact me if you have any questions.

Thank you,

***  Phone - Call - Inbound commitment updated on 09/04/2018 16:51:47 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/07/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 09/07/2018 10:38:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/12/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 09/12/2018 16:13:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/13/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 09/14/2018 16:57:14 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: Settlement Option

Alex, 

    Attached is the settlement option signed and dated. I am selecting option #3. I do want to add that our address 
has changed since the issue with the car. Please send any new paperwork/settlement to 

    Address: 
                    Washington Courthouse, Ohio 

Please also use this email address when trying to contact me concerning anymore details with the situation. One 
question, what will be the schedule with dealing with the dealership as far as getting the car fixed and detailed? Do  
need to contact them or will this be something that Corporate does? Thank you for your time and look forward to 
hearing from you. 

***  Email - External Email Sent created on 09/14/2018 17:03:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Subject: RE: Settlement Option / 

Hello 

Please see attached settlement agreement. Once returned, I will be able to begin the check process and begin the 
vehicle repairs.

Also, thank you for providing the new address. I have updated your information and the check will be sent to that 
address

I will be able to authorize the repairs and work with the dealer once the settlement agreement is returned. 

Please contact me if you have any questions or concerns. 
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***  Phone - Call - Inbound commitment updated on 09/14/2018 17:04:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/18/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 09/19/2018 15:04:31 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/20/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 09/20/2018 13:31:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 09/21/2018 10:30:33 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/24/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 09/21/2018 17:15:18 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Wrt received signed Release from customer

***  Email - External Email Sent created on 09/21/2018 17:16:14 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
To: 'Parsons, Heather'
Subject: RE: Kia Motors America / 5XYPGDA38GG

Heather,

Per our conversation, please submit this repair as a G61 claim through your warranty admin. 

Please see below for details of the repair. 

PWA # (Kcase): 
Dealer Name: Hatfield Kia
Dealer Code: 
Date of Approval: 9/21/18
Dealer Contact: Heather
Est. Repair Cost: $4,010.53
Description of approved repair: Body Repairs
Vehicle: 2016 Sorento - 5XYPGDA38GG
RO #: 

*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 repair.

If you have any further questions, please contact your DPSM or myself.

Please send confirmation of your acknowledgement. 

Thank you, 

***  Phone - Call - Inbound commitment updated on 09/21/2018 17:16:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/26/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound created on 09/26/2018 11:52:46 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
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***  10/11/2018 16:00:49 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  Phone - Call - Inbound commitment updated on 10/11/2018 16:01:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/17/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 10/15/2018 16:59:15 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/16/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 10/16/2018 17:07:12 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/17/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 10/17/2018 13:47:16 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Dlr advised vehicle has been completed and cust has picked up

***  Phone - Call - Outbound created on 10/17/2018 13:47:38 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

***  Phone - Call - Inbound commitment updated on 10/17/2018 13:50:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/22/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 10/22/2018 13:52:29 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/29/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 11/06/2018 13:56:10 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/12/2018 and updated by  Alex Villalpando ***

***  11/09/2018 16:46:55 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  11/09/2018 16:46:55 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Returned

***  11/12/2018 18:02:58 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  Email - External Email Sent created on 11/15/2018 10:30:01 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Thursday, November 15, 2018 10:30 AM
To: 
Subj  RE: Settlement Option / 

Hi Brad, 

The check will be sent in the mail today. Please let me know if you do not receive it in a timely manner.

Thank you, 

-
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***  Phone - Call - Inbound commitment fulfilled on 11/15/2018 10:30:21 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/12/2018 closed by  Alex Villalpando ***

***  11/15/2018 10:30:37 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.
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***  04/25/2018 15:41:59  ***
Contact = , Priority = Escalated, Sub Status = Working

***  Letter - Letter Received created on 04/25/2018 15:43:24  and created by  Jazmin Diaz ***
NCA rec'd letter from Nationwide. Letter states:
1. Please be advised that Nationwide is the insurance carrier for the above named, who sustained fire damage to 
their automobile on the above date of loss. 
2. Please contact the undersigned within in 10 business days to advise regarding inspection of the vehicle. 

Attaching onto case & dispatching to NCA.

***  04/25/2018 15:46:34  ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
Reason: 

***  04/26/2018 07:49:14 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  04/26/2018 07:57:34 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Inbound commitment created on 04/26/2018 08:21:32 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/27/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 04/30/2018 09:01:48 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Email - External Email Sent created on 04/30/2018 09:02:05 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, April 30, 2018 9:02 AM
To: 'Opalenik, Robert G'
Subject: Kia Motors America  Nationwide 

Hi Robert,

I called earlier and left a message in regards to this claim. Could you please provide photos, reports available, and 
advise what happened.

Please contact me if you have any questions. 

Thank you, 

***  Phone - Call - Inbound commitment updated on 04/30/2018 09:02:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/03/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 05/01/2018 10:40:19 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America  Nationwide 
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Good afternoon Alex 

Please see the attached photos and police report. 

Thank you 

***  Phone - Call - Inbound commitment updated on 05/02/2018 08:53:49 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/04/2018 and updated by  Alex Villalpando ***

***  Note - Others created on 05/07/2018 10:13:45 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers.

***  Phone - Call - Outbound created on 05/07/2018 10:18:42 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact. Left message for CB

***  Email - External Email Sent created on 05/07/2018 10:18:58 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Monday, May 07, 2018 10:18 AM
To: 'Opalenik, Robert G'
Subject: RE: Kia Motors America / Nationwide 

Hi Robert,

Thank you for the information. After review, we are unable to attend an inspection in the near future. Please 
proceed with the inspection and advise if a manufacturer defect is found.

Please let me know if you have any questions.

Thank you, 

***  Phone - Call - Inbound commitment fulfilled on 05/07/2018 10:19:06 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/04/2018 closed by  Alex Villalpando ***

***  05/07/2018 10:19:24 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Concerns Recorded
[Resolution Summary]
Pending further contact.

***  09/07/2018 17:40:19 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Alex Villalpando with Sub Status of Working

***  Email - External Email Received created on 09/07/2018 17:40:46 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: RE: Kia Motors America / Nationwide 

Good afternoon Alex 

Please see the attached demand, the damages were too severe to pinpoint the ignition source however the origin 
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was an area of all OEM components. 

Thank you 

***  Phone - Call - Inbound commitment created on 09/07/2018 17:41:42 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/11/2018 and created by  Alex Villalpando ***

***  Note - Others created on 09/12/2018 09:40:43 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***
Reviewed with KMA engineers

***  Email - External Email Sent created on 09/12/2018 09:54:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
To: 'Opalenik, Robert G'
Subject: RE: Kia Motors America 12703476 / Nationwide 843623-GG

Hello Robert, 

Thank you for your assistance in regards to this claim. After review, will not be providing assistance at this time. 

Please see attached letter.

Thank you, 

***  Phone - Call - Inbound commitment fulfilled on 09/12/2018 09:55:07 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/11/2018 closed by  Alex Villalpando ***

***  09/12/2018 09:55:18 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Concerns Recorded
[Resolution Summary]
Pending further contact.
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***  07/11/2018 15:38:02  ***
Contact =  Priority = Standard, Sub Status = Working

***  Letter - Letter Received created on 07/11/2018 15:38:39  and created by  Jazmin Diaz ***
NCA rec'd letter from Solomon & Solomon PC. Letter states:
1. I represent Utica Mutual with regard to property damage and personal injury that occurred on 3/29/19 when the 
Insured's Kia caught fire.
2. Please remit payments in full, in the sum of $22,299.08 to avoid legal action. 

Attaching & dispatching to NCA.

***  07/11/2018 15:41:18  ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
Reason: 

***  07/12/2018 07:30:02 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  07/12/2018 07:41:25 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin Default of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 07/17/2018 09:10:49 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr sent email to Julie solomon, atty:
1. "Ms. Solomon,

My name is Gus and I work with Kia Motors of America. I have received your letter in regards to Utica. We were 
waiting on Utica to send a breakdown of the amount they are requesting. With that sai, we would still need that 
breakdown to move forward with possible recovery."

***  Phone - Call - Inbound commitment created on 07/17/2018 09:11:39 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/24/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 07/25/2018 14:54:55 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/24/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 07/25/2018 14:55:11 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr received email from Ms. Solomon with Atty:
1. "Hi Gus,

Please see attached supporting documentation for the damage claim.  Kindly contact me to discuss payment.
Regards, Julie"

***  Phone - Call - Inbound commitment created on 07/25/2018 15:04:38 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/26/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 07/26/2018 10:52:00 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 07/26/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 07/26/2018 10:52:02 (GMT-08:00) Pacific Time (US & Canada) and created 
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by  Gustavo Villela ***
Wtr spoke with Ms. SOLOMON:
1. Advised numbers off
2. numbers add to $22,299.08 and that is requested
3. But there is a check from co part for $6,700.00
4. Shouldnt the amount be $15,599.08?
5. Soloman advised that is correct will send updated notice with correct amount
6. Wtr thanked

call ended

***  Phone - Call - Inbound commitment created on 07/26/2018 10:58:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/02/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 08/31/2018 11:57:12 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 08/02/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 08/31/2018 11:57:17 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for Ms. Solomon

***  Phone - Call - Inbound commitment created on 08/31/2018 11:58:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/05/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment updated on 09/15/2018 15:22:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/21/2018 and updated by  Gustavo Villela ***

***  Phone - Call - Inbound commitment updated on 09/22/2018 14:10:37 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/24/2018 and updated by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 09/25/2018 17:06:01 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/24/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 09/25/2018 17:06:02 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr received email from Ms. Solomon:
1. contained updated amount of $15,724.08

***  Phone - Call - Inbound commitment created on 09/25/2018 17:08:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 09/27/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound commitment updated on 09/30/2018 10:55:22 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/01/2018 and updated by  Gustavo Villela ***

***  Phone - Call - Inbound commitment fulfilled on 10/01/2018 12:20:29 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/01/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound created on 10/01/2018 12:20:48 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr sent release to atty: see attached

***  Phone - Call - Inbound commitment created on 10/01/2018 12:21:18 (GMT-08:00) Pacific Time (US & Canada) 

-  ___   _ _ 
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with Commitment Date 11/28/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 11/28/2018 15:13:43 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 10/08/2018 closed by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 11/28/2018 15:13:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 11/29/2018 and updated by  Alex Villalpando ***

***  11/29/2018 14:49:34 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Submitted

***  Email - External Email Received created on 11/29/2018 14:49:47 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Tuesday, November 20, 2018 4:29 PM
To: Villalpando, Alex [KMA]
Subject: RE: Kia Motors America  / Utica Mutual and 

Julie B. Solomon, Esq. 

<For Internal Use Only 
signed release was attached to email from attorney>

***  Email - External Email Sent created on 11/29/2018 14:50:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Tuesday, November 20, 2018 8:36 PM
To: Solomon, Julie B.
Subject: RE: Kia Motors America  / Utica Mutual and John Coryea

Hi Julie,

Please advise who to make check payable to and the address to be sent to.

Thank you, 

***  Email - External Email Received created on 11/29/2018 14:50:36 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Wednesday, November 21, 2018 5:44 AM
To: Villalpando, Alex [KMA]
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***  01/07/2019 15:07:57 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.
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Case History

*** PHONE LOG 09/11/2015 12:26 PM US Mountain Standard Time LThayer
Writer states
1. How can you be helped today/>

 states
1. Not even a week after the lease the door locks would go crazy and then stop 2-3 days and then it stops
2. Then it got worst
3. The fobs wouldn't unlock the doors and we took it to the dealership and they said the locks are not available 
a. They said to use the key to get in and out
4. They said it was suppose to be submitted as a high interest case
5. The other situation is its doing it when you start the car
6. The CEL have been coming on but not throwing a code of any sort
7. Now the radio the screen would go randomly blank or it goes blank and it has to be restarted
allot of electrical stuff
8. Is there any information on the door lock parts?
9. They said it can be 2 weeks to 6 months
10. We are afraid of all the locks breaking and we would have kids in the back seat

writer states
1. Which dlr did you take it to?

Customer states
1. Anderson Kia

writer states
1. What are you asking of kia?

Customer states
1. Want something resolved
2. It is a headache and want it resolved

writer states
1. So you said they know of the lock concern do they know of the other concerns?

customer states
1. No
2. It is so far away
a. they said they want to look into the lock first in case that is causing the other ones

Writer states
1. Advised can contact the dealership to get more details
2. Advised it will take a couple days
3. if any questions to please call and refer to the case number

Customer states
1. Thank you 
==============================
Contact the dealership to ro details and information on part
follow up with customer

 
*** PHONE LOG 09/16/2015 05:48 AM US Mountain Standard Time CBierle Action Type:Outgoing call
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Wtr calls  states:
1. Gave writer, customer and vehicle information 
2. Request information on vehicle repairs

Carrie SVC Assistant states: 

Customer Name:  
Original Owner : Y 
Customer phone # Verified  
Customer address  Verified
VIN :5XYPG4A3XGG  
MY and Mileage : 21016 Sorento 5275
Dealer Code  /   Selling Dealer : NE004
Able to Duplicate : 
RO# and Open Date : RO#  09/14/2015
Current Repair Issue and Diagnosis : Cust states front door lock stays locked. Door latch assembly stuck . Door 
lock assembly ordered 
Parts on order (Y/N), if so obtain part#, order#  No ETA
Vehicle repaired & customer has possession : N/Y
Repeat Repair (Y/N), if so, how many times?  N          
Days Down at initial Service Alert report : NA
ETA for completion of repairs : Waiting on part
Techline Case:  N
Rental / Loaner Provided?  If so, since when? N
Repair History of current concern with dates and mileage: NA
Customer Request  NA
Justification of Goodwill:  NA
Dealer contacted their DPSM : N

 
*** PHONE LOG 09/17/2015 09:16 AM US Mountain Standard Time CBierle Action Type:Outgoing call
Wtr calls  Parts:
1. Gave writer, customer and vehicle information 
2. Request information on part order

John Parts states:
1. Having computer problems
2. Cannot see anything
3. Can you call back in about 30 minutes
4. Thanked

 
*** PHONE LOG 09/18/2015 08:02 AM US Mountain Standard Time CBierle Action Type:Outgoing call
Wtr calls  states:
1. Gave writer, customer and vehicle information 
2. Request information on vehicle repair 

Mel SVCA states:
1. Vehicle repaired 09/14/2015  
2. In and out same day 
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*** PHONE LOG 09/18/2015 08:19 AM US Mountain Standard Time CBierle Action Type:Outgoing call
Wtr calls customer states:
1. Gave writer information 
2. Advised calling in reference to recent dealership visit and repairs
3. Advised wanted to make sure issues resolved

Cust states:
1. Last night I was talking to my wife 
2. There are still things that are not right with the car

Wtr states:
1. Apologized
2. Advised show concern stated was the front door lock stays locked

Cust states:
1. The horn does not honk when locking the vehicle like it use to 
2. The dealership thought the repair that was done may resolve the other issues, but it has not 

Wtr states: 
1. Advised if customer has made appointment to have vehicle diagnosed

Cust states:
1. We are about 150 miles away 
2. We will have to schedule something later
3. Thanked

Wtr states:
1. Advised to call when back at Kia dealership 
2. Advised KCA can monitor repairs
3. Thanked 

 
*** NOTES 09/18/2015 08:20 AM US Mountain Standard Time CBierle Action Type:Manager review
***Closing case pending arrival at Kia dealership***

 
*** CASE CLOSE 09/18/2015 08:21 AM US Mountain Standard Time CBierle

 
*** NOTES 11/11/2015 11:45 AM US Mountain Standard Time JJenkins Action Type:Manager review
****************************dup case notes************************
*** NOTES 11/11/2015 07:25 AM  clarify Action Type: Dealer contact
*** Performed by contact
We currently have an open ticket on our vehicle VIN # 5XYPG4A3XGG  I have misplaced the ticket # at this 
time. That problem has not been resolved and we now have additional issues. Which are major concerns and are 
major safety concerns not to mention fire hazards. My wife is on her way to Anderson Kia to drop it off now and they 
are aware of the issues. It is still having the same lock issue where they randomly lock and unlock uncontrollably. 
Which it caused the drivers door lock to break the first time and now has caused the rear passenger door lock to 
break. This has caused the vehicle to randomly not lock or unlock whenever it chooses and we have small children 



 Kia Motors America 
Consumer Affairs Department

Page 4 of 12

Last name First name VIN of  Case Number Mileage

,         ,                       Prod. Date:  Dealer: 

Kia Case Type Lvl1:
Kia Case Type Lvl2:

Kia Case Type Lvl3:
Kia Case Type Lvl4:

5XYPG4A3XGG
2016 SORENTO

14,803
05/14/2015Grand Island NE KIA of Grand Island

Complaint
Quality

Door
Door Lock Operation

that ride back there not to mention the theft issue if the door doesn't happen to lock. It also causes the remote lock 
to not work as well. The next issue is the passenger heated seat has gotten so hot that you can smell it and it has 
started smoking without the heated seat on. It has a mind of it's own and has burnt my daughters legs when she 
has had shorts on. Nothing serious but it could have been and not only that but I'm worried about it getting hot in 
the middle of the night and catching fire and burning the house down. Ford had a similar issue back in the 90's if 
my dealership experiences remind me correctly. The next issue is that it has been shifting incorrectly. It will 
randomly downshift through multiple gears causing the vehicle to jerk while driving at interstate speeds and at times 
will not go above 3000 rpm and if you try to accelerate at all it down shifts further. The only way to correct this 
problem is to pull over. Shut it off cycle the key 3 to 6 times and restart. This may or may not work. But was our only 
option being the nearest Kia dealership is 2 hours away. Now this morning the engine light has come on it is 
running very poorly and revving up for no reason in gear, park and neutral and the only solution is to shut it off and 
cycle the key. Hopefully my wife makes it to Anderson Kia 2 hours from now. In winter weather conditions if I didn't 
mention that. The code is for the engine control system. I'm very dissapointed with Kia for not taking further steps 
with the initial open ticket we currently have. Anderson Kia of Grand Island has done everything they can for us and 
still are. At this point I do not feel safe to have my wife driving this vehicle, I don't want it in my garage because of 
fire issues and I don't want my kids riding in it because of the same safety issues. And I do not want to have to 
worry about them being stranded in a blizzard because of a poorly built vehicle. I have worked with GM for over 18 
years now and I can tell you that if we had a customer with this many issues and safety concerns happening since 
the vehicle had less than 400 miles on it they would be repurchasing the vehicle and taking it back and trying to 
figure out where they screwed up. Their is major issues with this vehicle, mechanical and electrical and I no longer 
feel remotely safe driving or riding in it, let alone having it parked in our garage. I'm asking you to take immediate 
action about this as I no longer feel safe in this vehicle or trust it enough to take it more than a few blocks from 
home. I'm sure the consumers on social media would have a hayday knowing all the possible issues the 2016 Kia 
Sorento has and how little Kia has done to resolve my initial safety concerns. Not to mention the Nebraska new car 
dealers association and all it's contacts. I will wait to hear how this is going to be resolved as I have no plans on 
picking the vehicle back up for the reasons listed above. Thank you for your time.   

 
*** PHONE LOG 11/16/2015 11:30 AM US Mountain Standard Time BHardt Action Type:Outgoing call
Wrt called cust and received automated message that mailbox had not yet been set up. 

 
*** PHONE LOG 11/17/2015 11:29 AM US Mountain Standard Time BHardt Action Type:Outgoing call
Wrt called cust and received automated message that mailbox had not yet been set up. 

 
*** NOTES 11/17/2015 11:31 AM US Mountain Standard Time BHardt Action Type:Dealer contact
Wrt called NE004, lvm with svc stating:
1. Calling in follow up to cust's veh.
2. Request c/b.
3. Provided contact info. 

 
*** NOTES 11/18/2015 08:43 AM US Mountain Standard Time BHardt Action Type:Dealer contact
Wrt called NE004 and stated:
1. Calling in follow up to cust's veh.

Carrie, svc, states:

Customer Name: Confirmed
Original Owner: Y
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Customer phone #: Confirmed, no alt phone #s
Customer Address: Confirmed
VIN:  Confirmed                    
MY and Mileage: 14803                                
Dealer Code/Selling Dealer: 
Able to Duplicate:  Y
RO# and Open Date:  , 11/11                   
Current Repair Issue and Diagnosis:  Doors will lock/unlock on their, there was an SC for door latches, cust states i  
won't go over 3000 rpms, CEL was on, on acceleration the veh slows down, when R/F seat heater is on there is a 
burning smell, veh is shifting hard. VCM motor assembly for CEL and acceleration, that was installed.                          
Parts on order (Y/N): Part#/Order#: Veh is completed
Vehicle repaired & customer has possession (Y/N):  Y/Y            
Repeat Repair (Y/N), if so, how many times:  N                        
Days Down at initial Service Alert report: N/A                  
ETA for completion of repairs Completed                      
Techline Case: N/A                         
Rental / Loaner Provided/Date: Y
Repair History of current concern with dates and mileage: N/A
Customer Request: N/A
Justification of Goodwill (must include maintenance history: N/A                         
Dealer contacted their DPSM: N/A 

 
*** PHONE LOG 11/18/2015 08:49 AM US Mountain Standard Time BHardt Action Type:Outgoing call
Wrt called cust and stated:
1. Calling in follow up to cust's veh.
2. Wanted to address further concerns. 

Cust states:
1. We have still yet to pick it up.
2. They have yet to find anything wrong with the heated seat.
3. Don't close the case.
4. The power lock were supposed to be fixed before, but it's happened 2x's since then. 
5. This veh has always been a nightmare.

Wrt states:
1. Apologized.
2. What're you requesting from Kia?

Cust states:
1. Concerned with this, not comfortable with the veh.
2. What's to say the heated seats won't turn on.
3. We've had issues with it at less than 400 mi.
4. Doesn't believe veh is for sure fixed, things keep going wrong with veh when we pick it up.
5. I never told dlr I wasn't going to pick up veh, wants to ensure. 
6. Is requesting a buyback. 
7. We live 2 1/2 hrs away from dlr and will be picking up this week.
8. Should I leave the veh there? If I pick it up, I acknowledge it's fixed.

Wrt states:
1. Referred cust to WCIM.
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2. Case will be forwarded to region, will receive a c/b in 2-4 business days.
3. As the owner of the veh, it is cust's choice to take or leave veh at dlr.
4. If veh is left there, it is within dlr's rights to possibly begin charging svc fees.

Cust states:
1. Thanked.

Wrt thanked and call ended. 

 
*** NOTES 11/18/2015 08:53 AM US Mountain Standard Time BHardt Action Type:Manager review

[!<For Internal Use Only
 Email sent to FLind notifying of case forwarding. >!]

 
*** NOTES 11/18/2015 08:53 AM US Mountain Standard Time BHardt Action Type:Manager review
CALL TO ACTION:
Customer is requesting a buyback.
He has been referred to WCIM.
This is due to, according to customer, repeat electrical concerns regarding the power locks, heated seat, CEL being 
with low RPMs and loss of power.
Customer is most concerned with heated seat, states there is a burning smell.
The veh is at  as of 11/18.
Customer isn't picking up until he feels dlr can confirm heated seat is actually fixed.
Forwarding for further handling. 

 
*** SUBCASE  CREATED 11/20/2015 01:08 PM US Mountain Standard Time MHill-CE
Please contact dealer for status of vehicle.

 
*** PHONE LOG 11/24/2015 02:33 PM US Mountain Standard Time MHill-CE Action Type:Outgoing call
Writer attempts to contac ; VM box not setup

 
*** NOTES 11/25/2015 02:02 PM US Mountain Standard Time MHill-CE Action Type:Dealer contact
Writer contacts SVC  and states
1. Calling for status of veh

Mel Svc Adv states
1. Done and gone
2. Intake manifold runner motor was replaced

 
*** SUBCASE CLOSED 11/25/2015 02:03 PM US Mountain Standard Time MHill-CE

 
*** NOTES 11/25/2015 02:04 PM US Mountain Standard Time MHill-CE Action Type:Manager review
Writer attempts to contact  VM box not setup
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*** NOTES 11/25/2015 02:04 PM US Mountain Standard Time MHill-CE Action Type:Manager review

[!<For Internal Use Only
 call me letter sent>!]

 
*** CASE CLOSE 11/25/2015 02:06 PM US Mountain Standard Time MHill-CE

 
*** PHONE LOG 11/30/2015 07:51 AM US Mountain Standard Time MHill-CE Action Type:Incoming call
Writer receives VM 2:11 11/25 stating
1. 
2. Missed call from you
3. 

 
*** PHONE LOG 11/30/2015 08:00 AM US Mountain Standard Time MHill-CE Action Type:Outgoing call
Writer contacts  and states
1. Received VM
2. I was contacting you to find out if your concerns were resolved with repairs?

 states
1. No they are not, do not want to close ticket
2. Happens again everytime
3. Will not say it is completely fixed
4. Temporarily fixed, completely fixed, no
5. Heated seats randomly turn on, get extremely hot
6. Door lock actuators have broke 3 times
7. CEL randomly comes on
8. Door lock concern, ticket has been open forever
9. This is a safety concern, have children in the car

Writer states
1. Apologizes for concerns
2. Is the veh still at the dealer

 states
1. No, I picked it up
2. I was told by the dealer that they were going to charge me storage fees

Writer states
1. I will get some further resources involved to get some further info regarding concerns

 states
1. Less than 400  miles on veh when this started
2. Other thing too, when I first called in, it was supposed to be escalated, but never heard anything from anyone

Writer states
1. Do not see that you called in before 9/11
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 states
1. I did not call in
2. Cannot even lock veh when it happens
3. Huge hassle, CEL comes on randomly
4. Do not feel comfortable having wife drive the veh
5. Luckily I work at GM, driving GM car now, sad to say
6. As far as getting this repaired, are you going to replace the whole electrical system in the car

Writer states
1. I do need to get some further info from the dealer and get some further resources involved
2. Once I have further info, will definitely let you know

Thanked and call ended.

 
*** SUBCASE  CREATED 11/30/2015 08:02 AM US Mountain Standard Time MHill-CE
Please contact dealer to request for further info regarding seat heater concern, lock concern, CEL concern, please 
request RO's.

 
*** NOTES 12/02/2015 12:02 PM Pacific Daylight Time MLezama Action Type:Dealer contact
CECC spoke with Mel in svc.

Wtr:
1. Requested update on seat heater concern, lock concern, cel concern.
2. Requested RO.

Mel sts:
1. Customer has not been here since 11/18/15.
2. Customer has not contacted us after that visit.
3. Let me check if we have any appointments for them... no nothing.
4. That is strange he has not called us.
5. What is your fax number.

Wtr:
1. Provided.
2. Thanked!

 
*** NOTES 12/03/2015 12:45 PM US Mountain Standard Time MHill-CE Action Type:Dealer contact
Writer contacts SVC and states
1. Calling in regards to concern with 

Mel Svc Adv states
1. Did recall
2. Did intake manifold runners, motor went out in it
3. Never found anything wrong with seat heater
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Writer contacts  and states
1. Did receive VM's
2. Spoke with dealer
3. They stated that they did not find any concern with the seat heater the last time you were in
4. So, if you feel there is still a concern, would need to take it back into the dealer and demonstrate concern for 
them if possible

 states
1. Does not do it all the time
2. Seat issue is least of concerns
3. Wife does not feel safe driving it
4. Afraid that it is going to leave us stranded
5. With the lock concern
6. Last time we had the concern, had thousands of dollars of presents in there

Writer states
1. Are the locks still working?

 states
1. As of this moment I think
2. It is not doing it right now
3. Been fixed twice, obviously there is an issue

Writer states
1. If you feel there is still a concern, would need to get the veh back into the dealer 

 states
1. What about the CEL that comes on randomly
2. This is a lease vehicle, who is going to pay for the mileage that I am having to put on here

Writer states
1. Once I can verify your concerns are resolved, will definitely look into compensation 

 states
1. Do not feel safe driving it to dealer 2 hours away
2. Had a transmission issue
3. Last claim, cutting out, died on interstate
4. It is ridiculous 
5. I do not want this veh

Writer states
1. That is not an offer that Kia is making at this time
2. Kia's obligation is to repair any verifiable defect under terms of the warranty 
3. Referred to WCIM

 states
1. I would like them to come get the veh
2. I can't do anything about it
3. Can't drive 4 hours 
4. Intermittent issue

Writer states
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1. Dealer does need to duplicate the concern to complete any repair
2. I can contact the dealer to find out if they would be able to pick up veh, cannot guarantee
3. Can also find out if DPSM would be able to meet you at the dealer for you to demonstrate concerns

 states
1. He can drive his happy a** out here
2. You need to arrange for me to drive a veh as well
3. If I take it back to the dealer I will be leaving it there permanently
3. Don't you understand that I work for GM, I know the buyback, lemon laws

Writer states
1. Referred to WCIM
2. Once I have any further info, will contact you back

Thanked and call ended.

 
*** SUBCASE   - NOTES 12/08/2015 07:39 AM US Mountain Standard Time MHill-CE Action 
Type:Manager review
Please contact DPSM Fred Lind with customer concerns. Please contact dealer and speak with svc mgr regarding 
customer concerns and customers request for dealer to pick up vehicle and provide rental/loaner.

 
*** NOTES 12/10/2015 03:50 PM Pacific Daylight Time MLezama Action Type:Dealer contact
CECC emailed DPSM for further assistance. 

 
*** NOTES 12/14/2015 08:02 AM Pacific Daylight Time MLezama Action Type:Dealer contact
CECC spoke with Mel svc manager.

Wtr:
1. Would it be possible to pick up cust vehicle & provide rental. 

Mel sts:
1. There would be an issue with that.
2. We need customer to come in to sign paper work for the rental.
3. Another option can be, customer can drive with tow driver.
4. Customer has not contacted us.

Wtr:
1. Thanked.
2. Will follow up with customer.

 
*** PHONE LOG 12/16/2015 03:35 PM US Mountain Standard Time MHill-CE Action Type:Outgoing call
Writer contacts  and states
1. Did receive some info from dealer regarding request for veh to be picked up
2. Not able to come get the veh, need you to have sign papers for rental
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 states
1. Who will reimburse me for my 4 hours of time

Writer states
1. Will be able to compensate you for inconvenience once I can verify your concerns are resolved

 states
1. Not going to be anytime soon

Writer states
1. Please contact me when you do take it in

 states
1. Ok, I will be in contact soon

Thanked and call ended.

 
*** SUBCASE  CLOSED 12/16/2015 02:36 PM Pacific Daylight Time MLezama

 
*** NOTES 12/16/2015 03:36 PM US Mountain Standard Time MHill-CE Action Type:Manager review

[!<For Internal Use Only
 closing case pending customer callback>!]

 
*** CASE CLOSE 12/16/2015 03:36 PM US Mountain Standard Time MHill-CE
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Case History

*** PHONE LOG 03/31/2016 01:25 PM US Mountain Standard Time DThacker
Case History:
*** NOTES 03/30/2016 08:59 AM  clarify Action Type: Dealer contact
*** Performed by contact: Brett Carpenter, 
*** This is a Report for Quality Concern *** 

Problem Description :
the trailer harness module caught fire, also melted a hole through the bumper. will attach photos.

Diagnostics Performed :
.

 
*** PHONE LOG 03/30/2016 09:09 AM Pacific Daylight Time JGossling-TL Action Type:Web Contact Advice 1: 
Brett, Are you sure this is a factory trailer harness and was it installed by a Kia Technician ?.  Do you see any body 
damage in the rear of the vehicle indicating the wires may have been damaged ?. 

*** NOTES 03/30/2016 09:36 AM  clarify Action Type: Dealer contact
*** Performed by contact: Brett Carpenter,  Result of Advice 1:well I went to pull the old ro. there are no 
parts charged to the ticket. the hitch and harness looks identical. So when management sorts out what is going on 
here I will update.

 
*** PHONE LOG 03/30/2016 09:40 AM Pacific Daylight Time JGossling-TL Action Type:Web Contact Advice 1: 
Brett, Please don't perform any repairs or damper with anything as I have to NCA this case for review. Please 
contact your dpsm for authorization to place the customer in a rental or loaner vehicle. Please wait until you hear 
from NCA. Thank you,

 
*** PHONE LOG 04/04/2016 05:13 AM US Mountain Standard Time JUpson Action Type:Outgoing call
Writer called  Service Department- no answer, left VM
1) Calling to get information on a Customer vehicle
2) Gave Customer and Writer information
3) Thanked 

[!<For Internal Use Only
 If  calls back, please get repair history on vehicle, thank you>!]

 
*** PHONE LOG 04/05/2016 05:48 AM US Mountain Standard Time JUpson Action Type:Outgoing call
Writer called  Service Department- no answer, left VM
1) Calling to get information on a Customer vehicle
2) Gave Customer and Writer information
3) Thanked 
[!<For Internal Use Only
 If  calls back, please get repair history on vehicle, thank you>!]

 
*** NOTES 04/05/2016 07:33 AM US Mountain Standard Time JUpson Action Type:Dealer contact
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Wrt called to speak to 
1 KMA understands that you recently have taken vehicle to Kia dlr for a concern, apologized
2 This is a status call to let you know that KMA has been involved with the repair of your veh
3 KMA will be working with the dlr until your veh is repaired; provided info from dlr; will follow up in 2-3 business 
days 
4 If you have any questions, please call 1-800, case#

[!<For Internal Use Only
 Email DPSM 4/6 if  does not contact back and request KCAC contact>!]

 
*** PHONE LOG 04/05/2016 12:09 PM US Mountain Standard Time KBrazzle Action Type:Incoming call
Cust states:
1. I was returning a call i got.

Writer States:
1. Advised of reason for call from TCS.

Cust states:
1. That didn't happen to me i just took it in because one of my tail lights was out because  i got pulled over by a cop
2. I had no idea about any fire happening.

Writer states:
1. OK will note case and advise TCS.
Cust thanked writer

 
*** NOTES 04/05/2016 12:14 PM US Mountain Standard Time JUpson Action Type:Dealer contact

[!<For Internal Use Only
 Email DPSM 4/6 if  does not contact back and request KCAC contact>!]

 
*** NOTES 04/06/2016 08:32 AM US Mountain Standard Time RWhite Action Type:Dealer contact
***Writer called  and was unable to reach svc; transferred around and got VM for receptionist; will try svc mgr 
again***

 
*** PHONE LOG 04/08/2016 03:20 PM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called customer and left message:
1. Calling in regards to your 2016 Kia Sorento
2. Requested call back
3. Gave call back number

 
*** NOTES 04/08/2016 03:30 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Called dealer , writer was advised Service Department closed for the evening.

 
*** NOTES 04/08/2016 03:30 PM Pacific Daylight Time SamuelKim Action Type:Internal
Pending response from KMA Engineers.
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*** NOTES 04/08/2016 04:01 PM Pacific Daylight Time SamuelKim Action Type:Internal
Per KMA Engineers:
1. Request picture of trailer hitch, picture of middle of hole of trailer hitch, labels and wiring

 
*** NOTES 04/11/2016 09:53 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Called dealer  and spoke with Service Manager Sandy Anthony:
Writer states:
1. Is this a Kia hitch?
2. Was it factory installed or by the Service Department?
3. What needs to be replaced?

Dealer states:
1. It's a Kia hitch
2. It was installed here in the Service Drive
3. The wiring for sure has to be replaced, the relay box melted
4. We were able to trade her out of it as of it today, she no longer owns the car
5. She got tired of waiting around for her car to be fixed

Writer states:
1. Requested pictures of trailer hitch, picture of middle of hole of trailer hitch, labels and wiring
2. Gave dealer email address
3. Did the customer explain to you what happened?
4. Once received, I will get it reviewed and follow up with you

Dealer states:
1. She didn't even know what happened
2. She came in with the complaint of taillight was out
3. It was not the bulb
4. We got to looking at it and see the box itself had melted

 
*** PHONE LOG 04/11/2016 10:04 AM Pacific Daylight Time SamuelKim Action Type:Incoming call
Received message from customer:
1. This is  returning your call of concerning my 2016 Sorento
2. You can give me a call back at your convenience at 
3. Thanks, bye

 
*** PHONE LOG 04/11/2016 10:08 AM Pacific Daylight Time SamuelKim Action Type:Outgoing call
Called and spoke with 
Writer states:
1. Calling you in regards to your 2016 Kia Sorento

Customer states:
1. What really happened technically is I didn't have any taillights
2. They changed the bulb, it wasn't the bulb
3. That's what I took it in for

Writer states:
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1. Where did you have the bulb changed at?

Customer states:
1. I just went to AutoZone
2. They took the bulb from the left side to the right side
3. It was the one on the driver's side that went out

Writer states:
1. Did you ever pull anything with your vehicle?

Customer states:
1. No
2. I called my insurance agent and he said if the car caught on fire, it's a hazard
3. This is the 4th person that called me from Kia
4. We're just around and around like a broken record
5. We just need to hangup, goodbye

(Customer was unwilling to answer additional questions. Customer hungup)

 
*** NOTES 04/11/2016 04:25 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer
Here are the pictures and original RO that you requested.

 
*** NOTES 04/12/2016 11:51 AM Pacific Daylight Time SamuelKim Action Type:Internal
Reviewed case with KMA Engineers:
1. Request repair estimate

 
*** NOTES 04/12/2016 11:52 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Sandy Anthony at dealer  and CC'd DPSM 
SHall:
Requested repair estimate

 
*** NOTES 04/12/2016 01:44 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer 
Estimate for repair 254.65 included new wiring harness and labor for install. The bumper also has a small area that 
is melted on underneath side should we include bumper replacement? 

 
*** NOTES 04/12/2016 01:45 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Sandy Anthony at dealer )
Yes, please include bumper replacement.

 
*** NOTES 04/13/2016 03:33 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer
ESTIMATE: INCLUDES PARTS AND LABOR 525.23 (WIRING HARNESS AND LOWER BUMPER COVER)
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*** NOTES 04/13/2016 03:39 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Sandy Anthony at dealer  and CC'd DPSM 
SHall:
Please proceed with the repairs. Please send us all the parts that get replaced (minus the bumper) to Kia Motors 
America, Inc. (Address can be found below, make the attention out to my name). Once completed, please send me 
the RO with the parts and labor at warranty cost and Kia will reimburse you in the form of a credit on your 
subsequent parts statement. This is NOT a warranty claim.

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

 
*** NOTES 04/19/2016 10:16 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Sandy Anthony at dealer ) and CC'd DPSM 
SHall:
Requested update

 
*** NOTES 04/19/2016 12:54 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer 
Repair not complete at this time. Waiting on bumper to arrive

 
*** NOTES 04/20/2016 02:30 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer 
Here is the completed RO for bumper and wiring harness repair and part will be sending wiring harness back to you 
tomorrow. If you need anything else please let me know.

 
*** NOTES 04/20/2016 02:30 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Sent email to Service Manager Sandy Anthony at dealer 
Do you know if the customer traded this vehicle?

 
*** NOTES 04/20/2016 02:31 PM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received email from Service Manager Sandy Anthony at dealer 
Yes she did

 
*** NOTES 04/21/2016 09:00 AM Pacific Daylight Time SamuelKim Action Type:Internal
One time, goodwill to dealer  of $525.22 for repairs.

 
*** NOTES 04/29/2016 11:53 AM Pacific Daylight Time SamuelKim Action Type:Dealer contact
Received wiring harness from dealer  via Fedex. Tracking number 

 
*** CASE CLOSE 06/10/2016 08:58 AM Pacific Daylight Time SamuelKim
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*** PHONE LOG 09/07/2016 02:10 PM US Mountain Daylight Time MHaynes Action Type:Incoming call
The caller, , is warm transferred to writer by RA with translator

The caller states:
1. I bought insurance for the car to be covered while in Mexico
2. While in Mexico, the rear of the car caught fire
3. The insurance company is towing that car to one of the Kia dealers in Monterrey, Mexico, I don't know which one
4. I was told I would need to contact Kia about this

The writer states:
1. Apologizes issues
2. Confirms info
3. Fills out fire report
4. I will need to forward this to another dept for review
5. They will call you back once the review is finished
6. Gives case #

The caller states:
1. As the insurance I bought was for Mexico, wouldn't that cover repairs in Mexico?

The writer states:
1. Apologizes, but that would need to be asked of that insurance company

The caller states:
1. Thank you.

 
*** NOTES 09/07/2016 02:10 PM US Mountain Daylight Time MHaynes Action Type:Manager review
Dispatching fire case to NCA

 
*** PHONE LOG 09/08/2016 09:53 AM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr:
1. Calling in ref to veh.
2. I will be handling your case.
3. Requested pictures.

Customer:
1. I don't have pictures but I think my ins. co. might.
2. I came back to San Antonio because I had to go back to work.
3. The car is still in Mexico though and its going to the Kia dlr there.
4. It might already be there.

Wtr:
1. Provided email address.
2. Ins. should be able to send pictures to me or to you.

Customer:
1. Ok, I will see what they have and have them send it to you.

Wtr:
1. Ok, thank you.
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2. Please c/b if you have any questions in the meantime.
3. Otherwise, I will be waiting for pictures.
4. Thanked and disconnected.

 
*** PHONE LOG 09/15/2016 03:37 PM Pacific Daylight Time JMojica Action Type:Ltr/email/fax rec'd
From:  
Sent: Thursday, September 08, 2016 1:46 PM
To: Mojica, Jeannie [KMA]
Subject: RV: kia

De: Tadeo Sandoval 
Enviado: jueves, 8 de septiembre de 2016 02:31:00 p. m.
Para: 
Asunto: kia 
 
saludos

 
*** PHONE LOG 09/21/2016 11:25 AM Pacific Daylight Time JMojica Action Type:Outgoing call
Wtr:
1. Calling in ref to veh.
2. Unfortunately, our policy does not allow for engineer to leave the country for an inspection.
3. Referred to ins. co.
4. Explained subro process.

Customer:
1. Ok, I think right now they have an estimate on repairs.
2. Thank you for calling me back.

Wtr:
1. No problem.
2. Thanked and disconnected.

 
*** CASE CLOSE 09/21/2016 11:27 AM Pacific Daylight Time JMojica
No further action required.

 
*** CASE CLOSE 09/30/2016 03:31 PM Pacific Daylight Time JMojica
TREAD review completed.

 
*** PHONE LOG 10/25/2016 12:49 PM Eastern Daylight Time TIcenhour Action Type:Incoming call
***Spanish Language Line***
Wrt states:
1. What is your primary concern?

Cust states:
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1. bought veh 16 kia in USA
2. went to mexico
3. US insurance not valid in Mexico
4. bought insurance for Mexico
5. veh caught fire in back
6. filed claim in Mexico and they said they can not pay for it because it was a mechanical.
7. took veh to DLR in Montery and they said it was not mechanical
8. how can i verify or tell insurance that it was not mechanical failure

Wrt states:
1. Apologized
2. Was the veh taken to US DLR or Mexico DLR?

Cust states:
1. Purchased in US but was taken to Mexico.

Wrt states:
1. May I have the VIN?

Cust states:
1. 5xypg4a3xgg

Wrt states:
***housekeeping completed, found
1. Advised that would need to go by what the Kia DLR stated.
2. If his insurance is denying claim, he would need to speak with insurance about issue.

Cust states:
1. I was going with family and bought insurance.
2. What should I do?  Keep in Mexico?
3. Can you assist with fixing it? 

Wrt states:
1. Unable to advise what to do.
2. As long as in Mexico, nothing we can assist with.
3. Would need US DLR to verify what caused the fire.

Cust states:
1. Always had insurance and first time used it.
2. There was smoke coming from back so pulled over.
3. Got help putting out fire.

Wrt states:
1. Understand
2. As long as in Mexico, nothing we can assist with.
3. Would need US DLR to verify what caused the fire.

Cust states
1 Thank you

Wrt states
1 Thank you 
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*** CASE CLOSE 10/25/2016 12:50 PM Eastern Daylight Time TIcenhour
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Accident Report
Case

Report Details

A-1) Who owns the vehicle?

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

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

No

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

02/22/2018 07:00:00

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

Around the afternoon, between 11am and 1pm

B-2) What time was 911 called?

Page 1 of 3

 



Normal flat road

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

No

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

Customer states they went to the gas station  service station) to fill up with gas. After filling car with gas 
customer drove a few feet down to the car wash (same location at service station). Customer states after they parked 
the veh and walked a few feet they noticed that the veh was beginning to catch fire

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

No

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

No

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

remote start

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

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

Chippewa Falls Fire Department

C-1) Which fire agency responded?

Page 2 of 3



Cust did not have it at this time

C-2) What is the fire report number?

at the KIA DLR

D-1) Where is the vehicle now?

No

D-2) Have any repairs been completed?

Progressive

D-3) Was the insurance company contacted?

No

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

Determining the root cause of concern and assistance with repairs if needed

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

Page 3 of 3



Accident Report
Case

Report Details

A-1) Who owns the vehicle?

Yes

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?

2 passengers

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

Son in the passenger seat -  and  in the back seat and she is 

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

03/12/2018 22:00:00

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

just my vehicle

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

Page 1 of 3

 

 



Yes

B-2) What time was 911 called?

cloudy but not raining

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

no

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

I was driving and we smelled smoke and seen it and pulled over and the tires were on fire.

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

on

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

no

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

no

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

This happened on Freeway  in Pomona CA

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?

Page 2 of 3

 



n/a

C-2) What is the fire report number?

towing company has it at  Pomona CA

D-1) Where is the vehicle now?

No

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

No

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

I am requesting that Kia repair it

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

Page 3 of 3
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***  02/26/2018 13:19:27 (GMT-07:00) Arizona ***
Contact =  Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 02/26/2018 13:52:04 (GMT-07:00) Arizona and created by  Brenda 
Hernandez ***
Received updated phone number for customer

***  02/26/2018 14:00:54 (GMT-07:00) Arizona ***
Assigned to WIPBin default of Leonel Martinez by Brenda Hernandez
Reason: 

***  Phone - Call - Inbound created on 02/27/2018 10:59:11 (GMT-07:00) Arizona and created by  Leonel Martinez 
***

*****Per Tech line case #: 

***  02/23/2018 12:43:38  ***
Contact = DAVID BAILEY, Priority = Standard, Sub Status = Dispatched

***  02/23/2018 12:43:38  ***
Web - Problem Description created on 02/23/2018 12:13:33 and created by  DAVID BAILEY

Fire in right rear bumper

***  02/23/2018 12:43:38  ***
Web - Diagnostics created on 02/23/2018 12:13:33 and created by  DAVID BAILEY

Found module 2 fuse blown

**************end of dup tech line case notes***************

***  Phone - Call - Inbound created on 02/27/2018 11:00:26 (GMT-07:00) Arizona and created by  Leonel Martinez 
***
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10. Provided case # and contact info
11. If any questions and/or concerns please call back

Customer states:
1. Ok
2. Thank you

***  Phone - Call - Inbound created on 02/27/2018 11:08:35 (GMT-07:00) Arizona and created by  Leonel Martinez 
***

Forward to NCA
1. Customer states there was a fire in right rear bumper
2. Vehicle is currently down at  
3. Customer is requesting assistance on determining the root cause of concern and also assistance with repairs if 
needed
4. Please review and follow up accordingly

***  02/27/2018 11:30:17 (GMT-07:00) Arizona ***
Dispatched from WIPBin = default to Queue National CA by Leonel Martinez
Reason: 

***  02/28/2018 07:45:08 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  02/28/2018 07:58:33 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin default of Alex Villalpando by Jeff Stroup
Reason: 

***  Phone - Call - Outbound created on 02/28/2018 08:21:49 (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. Got gas and then was in line for the drive through car wash
2. Car was running
3. Someone then told me my car was on fire
4. I got out and it was coming from the rear right side corner
5. Car is at dlr
6. Have contacted insurance and they have informally denied claim because they said it was a faulty wiring harness
7. they will closing my insurance rental soon

Wrt states
1. thank you for information
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Thank you,

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/05/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/05/2018 12:26:48 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Chad at dlr. Chad advised will send repair estimate and photos

***  Phone - Call - Outbound created on 03/05/2018 13:21:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have contacted dlr
3. Have you contacted dlr in regards to rental
4. Chad advised someone from sales will be able to place you in rental

Cust states
1. I have not heard back from them yet

Wrt states
1. Apologize
2. will contact dlr and follow up

Cust states
1. Thank you

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/07/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/08/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/07/2018 13:26:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with dlr. Left message for CB

***  Phone - Call - Outbound created on 03/08/2018 08:24:15 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Jamie in Sales. Jamie advised setting up account with enterprise and should be completed today. 
Will advise customer today.

***  Phone - Call - Outbound created on 03/08/2018 08:24:51 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Chad at dlr. Chad advised will send repair estimate today.

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
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Customer states:
1.Okay 
2.Thank you

***  Phone - Call - Outbound created on 03/09/2018 14:40:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Apologize for not being able to follow up sooner
3. Have contacted Dlr
4. Dlr does not currently have loaners available
5. Dlr is in process of creating enterprise account in order to provide rental

Cust states
1. Thank you for calling me back
2. It turns out I know Jamie's father
3. Understand that the corporate contract has not been approved yet
4. Need to find out how the rental is going to be payed for and also the tow bill
5. Progressive insurance - Adjuster Jason 
6. Chippewa Auto Body

Wrt states
1. Thank you
2. Can reach out to insurance and body shop
3. At this time, cause is not known
4. Would like to proceed with repair of your vehicle 
5. Will have parts sent back to us for review
6. Once vehicle is completed, would like to offer GW 

Cust states
1. Thank you 
2. That sounds good to me.

Wrt states
1. Will advise dlr to proceed
2. Will contact insurance and body shop and will follow up
3. Please contact me if you have any questions.

Cust states
1. Thank you

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/12/2018 and created by  Alex Villalpando ***

***  Email - External Email Sent created on 03/09/2018 14:51:42 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Friday, March 09, 2018 2:51 PM
To: 'Brittani Koenig'
Subject: RE: 2017 Kia Sorento Case# 

Brittani, 
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***  Phone - Call - Outbound created on 03/09/2018 15:08:03 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have contacted Chippewa Auto Body and Jason at insurance
3. Have also sent approval to dlr
4. Chippewa Auto Body has paid for tow and will work them for reimbursement
5. Jason at insurance advised that he will hand off rental for subrogation

Cust states
1. Thank you for following up
2. Will this transfer from Progressive to the dlr

Wrt states
1. Once dlr has set up rental, a new rental agreement will be made
2. Will follow up

cust states
1. thank you

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/13/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/19/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/19/2018 14:00:29 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with dlr. Left message for CB

***  Phone - Call - Inbound created on 03/19/2018 14:09:42 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Alex Villalpando ***
Cust attempted contact.

***  Phone - Call - Outbound created on 03/19/2018 14:18:28 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case

Cust states
1. I called and left message
2. Wanted to follow up
3. Still in a rental vehicle and insurance said they wanted Kia to pay for the vehicle instead of having to subrogate
4. Also wanted to discuss GW

Wrt states
1. In regards to rental, have reviewed for options
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2. can work with insurance once we receive subrogation
3. Or you can pay the fees and I can reimburse you
4. In regards to GW, can offer GW once vehicle is completed as discussed

Cust states
1. I do not want to have to pay for the rental
2. I would rather discuss GW now
3. I do not want to pick up the vehicle until then
4. I have also spoken to Ann at the dlr about the rental
5. I called and you did call me back right away

Wrt states
1.  I will contact your insurance and advise 
2. Unable to discuss GW at this time
3. Need to wait for vehicle to be completed before offering GW
4. Apologize as not always able to follow up right away
5. Will follow up once I have updates
6. Please contact me if you have any questions.

***  Phone - Call - Outbound created on 03/19/2018 14:24:45 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Ann at dlr. Ann advised
1. Have completed account with enterprise
2. We are waiting on date to take over the bill
3. Customer will be able to stay in his current rental
4. Will not get a copy of the invoice until it is returned

Wrt states
1. Thank you for information
2. Please take over billing from insurance beginning tomorrow

Ann states
1. Okay I will contact them and advise
2. thank you

***  Phone - Call - Outbound created on 03/19/2018 14:29:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with insurance. Left message for CB

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/20/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 03/20/2018 14:01:37 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted Ann at dlr. Ann advised
1. Insurance is pushing the total bill for rental coverage to dlr
2. Wants to know if it would be okay to have rental start day as 2/23/18
3. requested email

Wrt states
1. Will be able to cover
2. Will send email
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3. Please provide copy of customer's sales contract 

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/21/2018 and created by  Alex Villalpando ***

***  Note - Others created on 03/20/2018 14:06:34 (GMT-08:00) Pacific Time (US & Canada) and created by  Alex 
Villalpando ***

<For Internal Use Only 
Ann >

***  Email - External Email Received created on 03/21/2018 13:46:43 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Brittani at dlr advised vehicle is expected to be completed 3/22/18

***  Email - External Email Sent created on 03/21/2018 13:49:05 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Sent: Wednesday, March 21, 2018 1:49 PM
To: 'Brittani Koenig'
Subject: RE: 2017 Kia Sorento Case#

Hi Brittani,

Thank you for the update. As discussed, please send back the parts replaced including the harnesses and sensors.

Thank you,

***  Phone - Call - Outbound created on 03/21/2018 14:22:00 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Dlr has advised vehicle should be completed by tomorrow
3. Would like to discuss GW
4. See amount finance was $28,780.89
5. This amount divided by 60 months and rounded up is $500
6. Vehicle has been down for almost 1 month
7. Can offer GW of $1,000

Cust states
1. That sounds good to me 
2. Just concerned that this may happen again and do not know what caused this
3. What if this does

Wrt states
1. This case has been documented
2. Vehicle will retain its original warranty

Cust states
1. Okay then 
2. I am not sure if I will feel safe
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3. If I request a repurchase I am sure you will deny and I will have to get an attorney
4. Do not want this to happen
5. Is there a warranty that is specific for this harness and electrical

Wrt states
1. Unsure but will check and follow up
2. I will be out of office starting tomorrow
3. If unable to come to agreement today, someone case assist in the meantime

cust states
1. Thank you

***  Phone - Call - Outbound created on 03/21/2018 14:41:53 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt states
1. Hello contacting in regards to case
2. Have reviewed as requested
3. Instead of the $1,000 offered
4. Can look into offering the Platinum extended warranty plan 
5. Will cover vehicle for 10 years/100,000 miles of when plan is sold
6. Plan MSRP is $2,200. Wrt explains what plan does not cover.
7. This is not a plan normally offered and will management approval
8. Instead of the $1,000 offered, would you be interested in this

Cust states
1. This is something that I would be interested in
2. Has everything with the rental been solved

Wrt states
1. Rental has been addressed and will be able to cover the rental
2. Recommend to pick up vehicle once its completed and drive vehicle 
3. I will be out of office starting tomorrow until first week of April
4. Can follow up then with you to see how you and vehicle are
5. Should have an answer at that time for the extended warranty. 
6. Is this okay

Cust states
1. That sounds great to me
2. Thank you for your help.

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/02/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/03/2018 and created by  Alex Villalpando ***

***  Phone - Call - Inbound commitment created on 02/28/2018 08:29:05 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/04/2018 and created by  Alex Villalpando ***

***  Phone - Call - Outbound created on 04/06/2018 10:24:26 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt contacted dlr. Dlr advised vehicle has been picked up.





 Kia Motors America 
Consumer Affairs Department

Page 14 of 16

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:

5XYPGDA34HG
2017 SORENTO

6,759
11/18/2016Eau Claire WI Prestige KIA

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Outbound created on 05/01/2018 10:23:31 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
Wrt attempted contact with dlr. Left message for CB

***  Phone - Call - Inbound commitment updated on 05/01/2018 10:24:03 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/02/2018 and updated by  Alex Villalpando ***

***  Email - External Email Received created on 05/03/2018 10:26:22 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Alex, I think I need to have this document reviewed by an attorney.  It seems to me that Kia is attempting to absolve 
themselves of any potential liability should another spontaneous fire occur and there is third party liability involved.  
Since the damage to the vehicle was fixed, but the cause was not determined and quite possibly not corrected, I wil  
not accept all liability in the case of what happened once happening again.

I will get back to you after we consult with an attorney.  

This may be a week or more as we are leaving on vacation Friday and will be unable have the consultation until we 
return.

thank you

***  Email - External Email Received created on 05/03/2018 10:27:14 (GMT-08:00) Pacific Time (US & Canada) 
and created by  Alex Villalpando ***
Subject: Re: Kia Motors America 

Hi Alex,  

Attached is the signed document.  Please confirm for me the receipt of the document and that the platinum 
extended warrenty is in production.

Thanks, 

***  05/03/2018 10:52:06 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill  Submitted

***  Email - External Email Sent created on 05/03/2018 10:55:10 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Alex Villalpando ***
To: '
Subj t  RE: Kia Motors America 

Hello 

Thank you. I have submitted your vehicle platinum protection plan for processing and will follow up with you once 
completed. Please also 4-6 weeks.

Please contact me if you have any questions.

-
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Best regards,

***  05/03/2018 11:03:38  ***
Goodwill #: Submitted

***  Phone - Call - Inbound commitment updated on 05/03/2018 11:14:23 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/07/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/07/2018 14:10:31 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/08/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/17/2018 10:56:16 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/23/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/23/2018 08:27:40 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 05/25/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 05/30/2018 15:54:44 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/06/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment updated on 06/08/2018 11:22:35 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/15/2018 and updated by  Alex Villalpando ***

***  06/13/2018 15:09:47 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill  Final Approved

***  Phone - Call - Inbound commitment updated on 06/15/2018 09:01:14 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/21/2018 and updated by  Alex Villalpando ***

***  Phone - Call - Inbound commitment fulfilled on 06/21/2018 08:51:45 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/21/2018 closed by  Alex Villalpando ***

***  06/21/2018 08:51:58 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.

***  07/20/2018 13:04:32 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Jeff Stroup with Sub Status of Working

***  07/20/2018 13:09:11 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill  Submitted

***  07/20/2018 13:09:38 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Inbox/Need To Call and Sub Status of Working

***  08/23/2018 14:17:06  ***
Goodwill #  Submitted

***  08/23/2018 14:23:04  ***
Goodwill #  Submitted
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***  08/23/2018 17:15:29 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #:  Final Approved

***  09/07/2018 08:55:14 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Jeff Stroup with Resolution Code : Goodwill Issued
[Resolution Summary]
Pending further contact.
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Case History

***  03/13/2018 12:48:06 (GMT-05:00) Eastern Time (US & Canada) ***
Contact = , Priority = Standard, Sub Status = Working

***  Phone - Call - Inbound created on 03/13/2018 12:48:11 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Kristi Smith ***
cust states: Spanish interpreter

1. I was driving the vehicle and all of a sudden it caught on fire.
2. It was towed away but not to a Kia dealership.

wrt states:

1. Apologized.
2. Will escalate case to get more resources involved and someone from that dept will call you in 2-3 bus days.

cust states:

1. Ok, thank you.

***  Note - Others created on 03/13/2018 16:03:23 (GMT-05:00) Eastern Time (US & Canada) and created by  Krist  
Smith ***
Dispatching to NCA

1. Customer alleges vehicle caught on fire while driving.
2. Vehicle is at the towing facility.
3. Customer is requesting vehicle to be fixed and a car to drive.
4. Please review and follow up accordingly.

***  03/13/2018 16:03:55 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = Working to Queue National CA by Kristi Smith
Reason: 

***  03/14/2018 07:46:01 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

***  03/14/2018 07:52:47 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBin 1.1 Default/IC of Gustavo Villela by Jeff Stroup
Reason: 

***  Phone - Call - Inbound created on 03/15/2018 14:51:41 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for 

***  Phone - Call - Inbound commitment created on 03/15/2018 14:51:58 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/22/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound created on 03/19/2018 12:40:53 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Dennis Whitman ***
[Spanish Call]
Cust states:
1. I'm calling because of my vehicle catching fire
2. The wheels got burnt in this case, I've already called it in and I haven't gotten an answer and I've been renting a 
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car and need to get some additional help
3. Is there an update on my case?

Wtr States:
1. Apologized
2. Advised that NCA attempted contact on 3/15/18
3. Please allow time for contact back
4. Once we have more info we will reach back out, Your case manager will be notified and we will update your case
5. Advised of reimbursement process on rentals - advised accordingly
6. Thanked

Cust states:
1. Thank you
2. I just wanted to get in touch with you

***  Phone - Call - Inbound created on 03/19/2018 19:40:30 (GMT-05:00) Eastern Time (US & Canada) and created 
by  Thomas Beam ***
Cust
1.) I would like to know if I am able to get my stuff out of the vehicle. 

Writer 
1.) informed we cannot stop customer from getting personal property out of vehicle
2.) Gave phone number to dealer
3.) Advised to call dealership to speak with service about getting things from vehicle. 

Cust
1.) Ok. Thank you. 

***  Phone - Call - Inbound created on 03/22/2018 11:03:34 (GMT-07:00) Arizona and created by  Amanda Cromer 
***
Customer states:
1. Provided Phone #
2. I am trying to get an update on my veh

writer states:
1. thanked adn apolgozied
2. advised customer case has been escalated to a different office
3. advised customer will reach out to analyst and request he call customer

Customer states:
1. thank you

***  Phone - No Callback created on 03/28/2018 08:27:37 (GMT-07:00) Arizona and created by  Amanda Cromer 
***
Customer states:
1. provided phone #
2. I am calling because no one has called me back

writer states:
1. thanked and apologized



 Kia Motors America 
Consumer Affairs Department

Page 3 of 4

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:

5XYPG4A34HG
2017 SORENTO

15,000
08/18/2016

Complaint
Quality

Product Liability
Fire/Explosion

2. Advised customer case has been escalated to NCA
3. offered to transfer customer to analyst's VM

customer agreed to be transferred

***  Phone - Call - Inbound created on 03/29/2018 10:46:37  and created by  Jacob Adams ***
customer states
1 is my case manager available 

writer states
1 apologized 
2 he is not available i left him a voicemail and sent an email requesting him to contact you
3 thank you

***  Phone - Call - Outbound created on 03/29/2018 12:22:46 (GMT-08:00) Pacific Time (US & Canada) and 
created by  Jeff Stroup ***
wtr tried calling customer 2 times with interpreter but customer didn't answer

***  Phone - Call - Inbound created on 03/29/2018 11:33:05 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr spoke with ( with spanish interpreter)
1. Wtr asked for pictures and fire report
2. Cust advised they do not have pics or report
3. Cust was told kia would pick up vehicle
4.Cust stated they were driving and saw smoke and pulled over
5. Cust said when the firefighters arrived the fire was put out
6. Only the rims were left
7.I was told kia would reimburse me for the rental I am in, they even told me where to get it
8. Wtr asked to get pictures to move forward with case
9. Wtr advised will review call in relation to rental
10. Wtr advised cased would need to be reviewed
11. Wtr took number to text for cust

call ended

***  Phone - Call - Inbound commitment fulfilled on 03/29/2018 12:29:54 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 03/22/2018 closed by  Gustavo Villela ***

***  Phone - Call - Inbound commitment created on 03/29/2018 12:29:59 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 04/05/2018 and created by  Gustavo Villela ***

***  Phone - Call - Inbound created on 03/30/2018 15:35:08 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Tread Review Completed

***  Phone - Call - Inbound created on 05/25/2018 12:57:17 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM fo

***  Phone - Call - Inbound commitment updated on 05/25/2018 12:57:55 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2018 and updated by  Gustavo Villela ***
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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:

5XYPG4A34HG
2017 SORENTO

15,000
08/18/2016

Complaint
Quality

Product Liability
Fire/Explosion

***  Phone - Call - Inbound created on 06/12/2018 11:27:13 (GMT-08:00) Pacific Time (US & Canada) and created 
by  Gustavo Villela ***
Wtr LVM for 

***  Phone - Call - Inbound commitment fulfilled on 06/12/2018 11:27:19 (GMT-08:00) Pacific Time (US & Canada) 
with Commitment Date 06/01/2018 closed by  Gustavo Villela ***

***  06/12/2018 11:27:30 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given
[Resolution Summary]
Pending further customer call back



Pe19-004 

KIA 

6/28/2019 

DEFECT C 

CA FILES 

SORENTO 

 

2018 SORENTO_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?

NONE

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

NONE

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

NO

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

03/06/2019 23:00:00

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

FLAMES DID NOT SPREAD TO ANY OTHER PROPERTY

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

Page 1 of 3

 



11 PM

B-2) What time was 911 called?

UNAVAILABLE

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

NO

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

CUSTOMER PARKED AND WENT INTO WORK AT 3PM, WHEN SHE RETURNED AT 11PM THERE WAS FIRE 
DAMAGE, FIRE DEPARTMENT WAS THEN CALLED BU THEY CONFIRMED FLAMES WERE CONTAINED WITH 
CONSOLE/GEAR SHIFT, FLAMES WERE OUT BY THE TIME IT WAS DISCOVERED

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?

NONE

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?

 UNIONTOWN PA, PARKING LOT

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

Page 2 of 3



NONE, AGENT NOW SAYING ONLY PA POLICE DEPARTMENT WAS AT THE SCENE

C-1) Which fire agency responded?

NONE

C-2) What is the fire report number?

INSURANCE AUTO AUCTION, ON HOLD,  ALIQUIPPA PA 

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?

CAUSE/ORIGIN INSPECTION, POSSIBLE COVERAGE

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

Page 3 of 3
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 Kia Motors America 
Consumer Affairs Department

Page 2 of 4

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:

5XYPGDA30JG
2018 SORENTO

11,316
05/02/2017Uniontown PA Jim Shorkey KIA of Union

Complaint
Quality

Product Liability
Fire/Explosion

Wrt states:
1 Provided fax number 
2 Please place Case # on fax so docs can be attached directly to the case 

Cust states:
1 Thank you

***  Phone - Call - Outbound created on 03/22/2019 11:31:43  and created by  Jesus Diaz ***
Wtr. attempt to contact 
1. No answer
2. Voicemail box full

***  Phone - Call - Outbound created on 03/22/2019 11:32:19  and created by  Jesus Diaz ***
Wtr. contacted Megan Danek -- Asked to be primary contact 
Wtr. 
1. Calling in regards to case
2. left voicemail
3. Waiting on call back

***  Phone - Call - Outbound created on 04/09/2019 16:31:48  and created by  Jesus Diaz ***
Wtr. contacted customer 
Wtr.
1. Attempted to call 
2. No answer 
3. Voicemail box full

***  Phone - Call - Outbound created on 04/09/2019 16:34:41  and created by  Jesus Diaz ***
Wtr. contacted customer 
Wtr.
1. Calling in regards 
2. Reviewed over script
Customer
1. Confirmed Script
2. Took pictures and videos day of the incident
3. Currently talking to insurance and gap insurance to cover veh 
4. Currently driving
Wtr.
1. Understands
2. Will send email address when customer gets the chance she will send over insurance and pictures/videos of 
incident
Customer
1. Thanked
Wtr.
1. what are you seeking/expecting of KIA
customer
1. Reimbursements for any missing or out of pocket expenses
Wtr.
1. Understands and will looked into case
2. Should be reviewed once information is sent in
Customer
1. Thanked





 Kia Motors America 
Consumer Affairs Department

Page 4 of 4

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:

5XYPGDA30JG
2018 SORENTO

11,316
05/02/2017Uniontown PA Jim Shorkey KIA of Union

Complaint
Quality

Product Liability
Fire/Explosion

1. understands and confused about the cause of the fire
2. Will call geico to get report
Wtr.
1. Will wait for report

<For Internal Use Only 
.>

***  Phone - Call - Outbound created on 04/11/2019 12:59:12  and created by  Jesus Diaz ***
Wtr. contacted cust.

Wtr.
1. Calling in regards to case
2. report?

Cust.
1. informed wtr. that unable to get report because it was an accidental fire and it would cost 1000 dollars to obtain
2. it was explained that it was not mechanical nor electrical issue

Wtr.
1. understands
2. informs cust based upon the information we have at this time KIA will not be able to assist at this time and will 
refer cust to insurance

Cust. 
1. understands
2. Thanked Wtr. for the help and patience

















































         

  

 

 

 

  

  

         

  

   

   

 

         

  

 

 

 

  

  

       

    

  

  

  

  

  

  

  

  

   

   

   

    

  

  

  

  

  

  

  

  

   

   

   

    

  

  

  

  

  

  

  

  

   

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    

     

    

        

  

































































      

 

































































Preliminary Estimate

Customer: Prestige
2017 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection Sangria

Line Oper Description Part Number Qty Extended
Price $

Labor Paint

1 REAR BUMPER

2 Repl Add for reverse sens 1 0.4

3 Repl Prep unprimed bumper 1 0.6

4 O/H bumper assy 2.9

5 Repl Upper cover w/reverse sensor 86650C6000 1 420.83 Incl. 2.2

6 Add for Clear Coat 0.9

7 Repl Impact bar 86631C6000 1 298.60 Incl.

8 Repl RT Upper cover rivet 1416003133 3 1.17

9 Repl LT Upper cover rivet 1416003133 3 1.17

10 * Repl Lower cover w/reverse sensors 86610C6050 1 366.70 Incl. 0.0

11 Repl RT Reflector 92406C6000 1 33.94 Incl.

12 Repl Tow eye cap 86667C6000 1 6.00 Incl.

13 Repl Skid plate black 86665C6000 1 148.49 Incl.

14 * Repl Reverse sensor lower 95720C6100BN2 1 111.06 Incl. 0.0

15 * Repl Wire harness w/o smart key 91880C6030 1 213.60 0.2

16 # Repl Hazardous waste removal 1 3.00

17 # Repl Flex additive 1 8.00

18 # Subl Repair Scan 1 189.95

SUBTOTALS 1,802.51 3.5 3.7

ESTIMATE TOTALS
Category Basis Rate Cost $

Parts 1,802.51

Body Labor 3.5 hrs @ $ 50.00 /hr 175.00

Paint Labor 3.7 hrs @ $ 50.00 /hr 185.00

Paint Supplies 3.7 hrs @ $ 30.00 /hr 111.00

Subtotal 2,273.51

Grand Total 2,273.51

MOTOR VEHICLE REPAIR PRACTICES ARE REGULATED BY CHAPTER ATCP 132, WIS. ADM. CODE, ADMINISTERED
BY THE BUREAU OF CONSUMER PROTECTION, WISCONSIN DEPT. OF AGRICULTURE, TRADE AND CONSUMER
PROTECTION, , MADISON, WISCONSIN 
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Preliminary Estimate

Customer: Prestige
2017 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection Sangria

Estimate based on MOTOR CRASH ESTIMATING GUIDE and potentially other third party sources of data.  Unless
otherwise noted, (a) all items are derived from the Guide ARY2312, CCC Data Date 2/14/2018, and potentially other
third party sources of data; and (b) the parts presented are OEM-parts manufactured by the vehicles Original
Equipment Manufacturer.  OEM parts are available at OE/Vehicle dealerships.  OPT OEM (Optional OEM) or ALT OEM
(Alternative OEM) parts are OEM parts that may be provided by or through alternate sources other than the OEM
vehicle dealerships.  OPT OEM or ALT OEM parts may reflect some specific, special, or unique pricing or discount. 
OPT OEM or ALT OEM parts may include "Blemished" parts provided by OEM's through OEM vehicle dealerships. 
Asterisk (*) or Double Asterisk (**) indicates that the parts and/or labor data provided by third party sources of data
may have been modified or may have come from an alternate data source.  Tilde sign (~) items indicate MOTOR
Not-Included Labor operations.  The symbol (<>) indicates the refinish operation WILL NOT be performed as a
separate procedure from the other panels in the estimate. Non-Original Equipment Manufacturer aftermarket parts
are described as Non OEM,  A/M or NAGS.  Used parts are described as LKQ, RCY, or USED.  Reconditioned parts are
described as Recond.  Recored parts are described as Recore.  NAGS Part Numbers and Benchmark Prices are
provided by National Auto Glass Specifications.  Labor operation times listed on the line with the NAGS information
are MOTOR suggested labor operation times.  NAGS labor operation times are not included.  Pound sign (#) items
indicate manual entries.

Some 2017 vehicles contain minor changes from the previous year.  For those vehicles, prior to receiving updated
data from the vehicle manufacturer, labor and parts data from the previous year may be used.  The CCC ONE
estimator has a list of applicable vehicles.  Parts numbers and prices should be confirmed with the local dealership.

The following is a list of additional abbreviations or symbols that may be used to describe work to be done or parts to
be repaired or replaced:

SYMBOLS FOLLOWING PART PRICE:
m=MOTOR Mechanical component.  s=MOTOR Structural component.  T=Miscellaneous Taxed charge category. 
X=Miscellaneous Non-Taxed charge category.

SYMBOLS FOLLOWING LABOR:
D=Diagnostic labor category.  E=Electrical labor category.  F=Frame labor category.  G=Glass labor category. 
M=Mechanical labor category.  S=Structural labor category.  (numbers) 1 through 4=User Defined Labor Categories.

OTHER SYMBOLS AND ABBREVIATIONS:
Adj.=Adjacent.  Algn.=Align.  ALU=Aluminum.  A/M=Aftermarket part.  Blnd=Blend.  BOR=Boron steel. 
CAPA=Certified Automotive Parts Association.  D&R=Disconnect and Reconnect.  HSS=High Strength Steel. 
HYD=Hydroformed Steel.  Incl.=Included.  LKQ=Like Kind and Quality.  LT=Left.  MAG=Magnesium.   Non-Adj.=Non
Adjacent.  NSF=NSF International Certified Part.  O/H=Overhaul.  Qty=Quantity.  Refn=Refinish.  Repl=Replace. 
R&I=Remove and Install.  R&R=Remove and Replace.  Rpr=Repair.  RT=Right.  SAS=Sandwiched Steel.  
Sect=Section.  Subl=Sublet.  UHS=Ultra High Strength Steel.  N=Note(s) associated with the estimate line.

CCC ONE Estimating - A product of CCC Information Services Inc.

The following is a list of abbreviations that may be used in CCC ONE Estimating that are not part of the MOTOR
CRASH ESTIMATING GUIDE:
BAR=Bureau of Automotive Repair.  EPA=Environmental Protection Agency.  NHTSA= National Highway
Transportation and Safety Administration.  PDR=Paintless Dent Repair.  VIN=Vehicle Identification Number.
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MOWERY'S COLLISION INC. Workfile ID:
Federal ID:

State ID: COLUMBUS, OH 
Phone:
FAX: 1

Preliminary Estimate

Customer: HATFIELD KIA Job Number:

Written By: Mike Stephenson

Insured: HATFIELD KIA Policy #: Claim #:

Type of Loss: Date of Loss: Days to Repair: 0

Point of Impact:

Owner: Inspection Location: Insurance Company:

HATFIELD KIA MOWERY'S COLLISION INC. DEALER

COLUMBUS, OH COLUMBUS, OH 

 Business Repair Facility

 Business

VEHICLE

2016 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection GRAY MT

VIN: 5XYPGDA38GG Interior Color: Mileage In: Vehicle Out:

License: Exterior Color: GRAY MT Mileage Out:

State: Production Date: Condition: Job #:

TRANSMISSION CONVENIENCE Stereo Luggage/Roof Rack

Automatic Transmission Air Conditioning Search/Seek SEATS

4 Wheel Drive Intermittent Wipers CD Player Cloth Seats

POWER Tilt Wheel Auxiliary Audio Connection Bucket Seats

Power Steering Cruise Control Satellite Radio Reclining/Lounge Seats

Power Brakes Rear Defogger SAFETY WHEELS

Power Windows Keyless Entry Drivers Side Air Bag Aluminum/Alloy Wheels

Power Locks Alarm Passenger Air Bag PAINT

Power Mirrors Message Center Anti-Lock Brakes (4) Clear Coat Paint

Heated Mirrors Steering Wheel Touch Controls 4 Wheel Disc Brakes OTHER

DECOR Rear Window Wiper Traction Control Rear Spoiler

Dual Mirrors Telescopic Wheel Stability Control Signal Integrated Mirrors

Privacy Glass Parking Sensors Front Side Impact Air Bags TRUCK

Console/Storage RADIO Head/Curtain Air Bags Power Trunk/Gate Release

Overhead Console AM Radio Hands Free Device

Wood Interior Trim FM Radio ROOF

4/30/2018 5:28:38 PM Page 1



Preliminary Estimate

Customer: HATFIELD KIA Job Number:

2016 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection GRAY MT

Line Oper Description Part Number Qty Extended
Price $

Labor Paint

1 REAR BODY & FLOOR

2 * Rpr Rear panel to 2/2/2017 2.0 1.5

3 R&I Rear sill plate w/o luggage side
black

0.2

4 LIFT GATE

5 Repl Weatherstrip 87321C6000 1 75.45 0.4

6 R&I R&I liftgate assy 1.0

7 * Rpr Lift gate w/o power lift 1.5 2.2

8 Add for Clear Coat 0.9

9 Add for Underside(Complete) 1.0

10 R&I Upper trim black 0.1

11 R&I Lower trim panel w/o power lift
gate black

0.3

12 * R&I Trim molding 0.3

13 REAR BUMPER

14 O/H rear bumper 2.9

15 Repl Upper cover w/reverse sensor 86650C6000 1 420.84 Incl. 2.2

16 Add for Clear Coat 0.9

17 Add for reverse sens 0.4

18 * Repl Lower cover w/reverse sensors 86610C6050 1 366.67 Incl. 0.0

19 Repl LT Reflector 92405C6000 1 33.94 Incl.

20 Repl Skid plate silver 86665C6010 1 212.90 Incl.

21 Repl Impact bar 86631C6000 1 298.59 Incl.

22 Add for brackets 0.4

23 Repl LT Mount bracket 86641C6000 1 101.50 0.1

24 Repl LT Lower bracket 86671C6000 1 17.05

25 Repl LT Upper cover side bracket 86677C6000 1 21.57 Incl.

26 Repl LT Impact bar upper bracket 86633C6000 1 5.04

27 Repl Impact bar lower bracket 86635C6000 2 7.98

28 Repl RT Upper cover rivet 1416003133 3 1.17

29 Repl LT Upper cover rivet 1416003133 3 1.17

30 Repl Under cover 86690C6000 1 191.57 Incl.

31 Repl Tow eye cap 86667C6000 1 6.09 Incl.

32 Repl LT Impact bar screw 1249205167E 2 2.18

33 Repl LT Mount bracket nut 1327008007B 4 2.52

34 Repl LT Upper cover U-nut 1334106887B 4 13.52

35 Repl LT Upper cover bolt 1125306207B 4 1.36

36 Repl Tape 8412933010 2 1.94

37 Repl Reverse sensor upper to
1/5/2017 graphite

95720C6000BN2 1 112.74 0.2 0.2

38 Add for Clear Coat 0.1

39 Repl Wire harness w/smart key 91880C6020 1 213.60

SUBTOTALS 2,109.39 9.8 9.0
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Preliminary Estimate

Customer: HATFIELD KIA Job Number:

2016 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection GRAY MT

ESTIMATE TOTALS
Category Basis Rate Cost $

Parts 2,109.39

Body Labor 9.8 hrs @ $ 42.00 /hr 411.60

Paint Labor 9.0 hrs @ $ 42.00 /hr 378.00

Paint Supplies 9.0 hrs @ $ 26.00 /hr 234.00

Subtotal 3,132.99

Grand Total 3,132.99

THIS IS AN ESTIMATE ONLY. THIS IS NOT AN EXACT QUOTE. MOWERY'S COLLISION INC. IS NOT RESPONSIBLE
FOR PART PRICE INCREASES FROM MANUFACTURES OR ANY HIDDEN DAMAGE FOUND AFTER THE VEHICLE IS
DISASSEMBLED.

Any person who, with intent to defraud or knowing that he is facilitating a fraud against an insurer, submits an
application or files a claim containing a false or deceptive statement is guilty of insurance fraud.
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Preliminary Estimate

Customer: HATFIELD KIA Job Number:

2016 KIA Sorento LX AWD 4D UTV 4-2.4L Gasoline Gasoline Direct Injection GRAY MT

Estimate based on MOTOR CRASH ESTIMATING GUIDE and potentially other third party sources of data.  Unless
otherwise noted, (a) all items are derived from the Guide ARY2312, CCC Data Date 4/16/2018, and potentially other
third party sources of data; and (b) the parts presented are OEM-parts manufactured by the vehicles Original
Equipment Manufacturer.  OEM parts are available at OE/Vehicle dealerships.  OPT OEM (Optional OEM) or ALT OEM
(Alternative OEM) parts are OEM parts that may be provided by or through alternate sources other than the OEM
vehicle dealerships.  OPT OEM or ALT OEM parts may reflect some specific, special, or unique pricing or discount.
OPT OEM or ALT OEM parts may include "Blemished" parts provided by OEM's through OEM vehicle dealerships.
Asterisk (*) or Double Asterisk (**) indicates that the parts and/or labor data provided by third party sources of data
may have been modified or may have come from an alternate data source.  Tilde sign (~) items indicate MOTOR
Not-Included Labor operations.  The symbol (<>) indicates the refinish operation WILL NOT be performed as a
separate procedure from the other panels in the estimate. Non-Original Equipment Manufacturer aftermarket parts
are described as Non OEM,  A/M or NAGS.  Used parts are described as LKQ, RCY, or USED.  Reconditioned parts are
described as Recond.  Recored parts are described as Recore.  NAGS Part Numbers and Benchmark Prices are
provided by National Auto Glass Specifications.  Labor operation times listed on the line with the NAGS information
are MOTOR suggested labor operation times.  NAGS labor operation times are not included.  Pound sign (#) items
indicate manual entries.

Some 2017 vehicles contain minor changes from the previous year.  For those vehicles, prior to receiving updated
data from the vehicle manufacturer, labor and parts data from the previous year may be used.  The CCC ONE
estimator has a list of applicable vehicles.  Parts numbers and prices should be confirmed with the local dealership.

The following is a list of additional abbreviations or symbols that may be used to describe work to be done or parts to
be repaired or replaced:

SYMBOLS FOLLOWING PART PRICE:
m=MOTOR Mechanical component.  s=MOTOR Structural component.  T=Miscellaneous Taxed charge category.
X=Miscellaneous Non-Taxed charge category.

SYMBOLS FOLLOWING LABOR:
D=Diagnostic labor category.  E=Electrical labor category.  F=Frame labor category.  G=Glass labor category.
M=Mechanical labor category.  S=Structural labor category.  (numbers) 1 through 4=User Defined Labor Categories.

OTHER SYMBOLS AND ABBREVIATIONS:
Adj.=Adjacent.  Algn.=Align.  ALU=Aluminum.  A/M=Aftermarket part.  Blnd=Blend.  BOR=Boron steel.
CAPA=Certified Automotive Parts Association.  D&R=Disconnect and Reconnect.  HSS=High Strength Steel.
HYD=Hydroformed Steel.  Incl.=Included.  LKQ=Like Kind and Quality.  LT=Left.  MAG=Magnesium.   Non-Adj.=Non
Adjacent.  NSF=NSF International Certified Part.  O/H=Overhaul.  Qty=Quantity.  Refn=Refinish.  Repl=Replace.
R&I=Remove and Install.  R&R=Remove and Replace.  Rpr=Repair.  RT=Right.  SAS=Sandwiched Steel.
Sect=Section.  Subl=Sublet.  UHS=Ultra High Strength Steel.  N=Note(s) associated with the estimate line.

CCC ONE Estimating - A product of CCC Information Services Inc.

The following is a list of abbreviations that may be used in CCC ONE Estimating that are not part of the MOTOR
CRASH ESTIMATING GUIDE:
BAR=Bureau of Automotive Repair.  EPA=Environmental Protection Agency.  NHTSA= National Highway
Transportation and Safety Administration.  PDR=Paintless Dent Repair.  VIN=Vehicle Identification Number.
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Estimate
Es

MIDWEST AUTO COLLISION

Columbus, OH 

Business Phone: 

Totals
Type Hours Rate/hr Total Taxable

OEM Parts $1,930.73

Other Parts $30.00

Body Labor 12.0 $70.00 $840.00

Paint Labor 9.3 $70.00 $651.00

Paint Supplies 9.3 $30.00 $279.00

Taxable Amount $3,730.73

Tax 7.500% $279.80

Grand Total $4,010.53

Net Total $4,010.53

THIS ESTIMATE MAY HAVE BEEN PREPARED BASED ON THE USE OF AFTERMARKET PARTS SUPPLIED BY A 
SOURCE OTHER THAN THE ORIGINAL MANUFACTURER.

ANY PERSON WHO, WITH INTENT TO DEFRAUD OR KNOWING THAT HE IS FACILITATING A FRAUD AGAINST 
AN INSURER, SUBMITS AN APPLICATION OR FILES A CLAIM CONTAINING A FALSE OR DECEPTIVE 
STATEMENT IS GUILTY OF INSURANCE FRAUD.
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User: Robert G Opalenik Page 1 09/01/2018 02:44 PM

By: Mar 27, 2018 09:34 AM
Topic: General Confidential: No
Related To: (1) 1st Party Vehicle - BRIAN P. JACKSON
Subject:  SETTLEMENT CALCULATION

Calculation Results for Claim # 

Print PDF Email

Settlement Calculation

Actual Cash Value (ACV) =
$16,481.00

Title Fee =
8.50

Title Processing Fee =
2.50

Deductible =



User: Robert G Opalenik Page 2 09/01/2018 02:44 PM

(1,000.00)

Settlement Calculation =
$15,492.00

Calculation Parameters

Claim Type = Insured
Vehicle Retained By = Company
Owner County = Dunklin
Vehicle Type = Passenger Vehicle
Alternate Fuel = No
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VALUATION METHODOLOGY
How was the valuation determined?

CLAIM INSPECTION

NATIONWIDE ENTERPRISE has provided CCC with the zip code where the loss vehicle is garaged,
loss vehicle VIN, mileage, equipment, as well as loss vehicle condition, which is used to assist in
determining the value of the loss vehicle.

DATABASE REVIEW

CCC maintains an extensive database of vehicles that currently are
or recently were available for sale in the U.S. This database includes
vehicles that CCC employees have physically inspected, as well as
vehicles advertised for sale by dealerships or private parties. All of
these sources are updated regularly.

SEARCH FOR COMPARABLES

When a valuation is created the database is searched and
comparable vehicles in the area are selected. The zip code
where the loss vehicle is garaged determines the starting point
for the search. Comparable vehicles are similar to the loss
vehicle based on relevant factors.

CALCULATE BASE VEHICLE VALUE

Adjustments to the price of the selected comparable vehicles are made to reflect
differences in vehicle attributes, including mileage and options. Dollar adjustments are
based upon market research.

Finally, the Base Vehicle Value is the weighted average of the adjusted values of the
comparable vehicles based on the following factors:

• Source of the data (such as inspected versus advertised)
• Similarity (such as equipment, mileage, and year)
• Proximity to the loss vehicle’s primary garage location
• Recency of information

    



Owner: 
Claim
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 VEHICLE INFORMATION
VEHICLE DETAILS

Location KENNETT,  MO  

VIN 5XYPG4A35GG

Year 2016

Make Kia

Model Sorento

Trim L

Body Style FWD

Body Type Sports Utility

Engine -

Cylinders 4

Displacement 2.4L

Fuel Type Gasoline

Carburation Gasoline Direct Injection

Transmission Automatic Transmission

Curb Weight 3704 lbs

Vehicles sold in the United States

are required to have a manufacturer

assigned Vehicle Identification

Number(VIN). This number provides

certain specifications of the vehicle.

Please review the information in the

Vehicle Information Section to confirm

the reported mileage and to verify that

the information accurately reflects the

options, additional equipment or other

aspects of the loss vehicle that may

impact the value.

VEHICLE ALLOWANCES

Odometer UNKNOWN

Allowances are factors influencing

the value of the loss vehicle when

compared to a typical vehicle. The

typical vehicle is a vehicle of the same

year, make, and model as the loss

vehicle, including average mileage,

and all standard equipment. These

allowances are displayed for illustrative

purposes only.

The Base Vehicle Value is calculated

from the comparable vehicles with

adjustments to reflect the loss vehicle

configuration

VEHICLE HISTORY SUMMARY

Experian AutoCheck No Title Problem Found

National Highway Traffic
Safety Administration

5 Recalls
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 VEHICLE CONDITION
COMPONENT CONDITION

Condition Inspection Notes Value Impact

MECHANICAL

Engine AVERAGE
PRIVATE

No Comments $ 0

Transmission AVERAGE
PRIVATE

No Comments $ 0

PAINT

PAINT AVERAGE
PRIVATE

No Comments $ 0

TIRES

Front Tires AVERAGE
PRIVATE

No Comments $ 0

Rear Tires AVERAGE
PRIVATE

No Comments $ 0

BODY/GLASS

BODY/
GLASS

AVERAGE
PRIVATE

No Comments $ 0

INTERIOR

INTERIOR AVERAGE
PRIVATE

No Comments $ 0

Total Condition Adjustments $ 0

NATIONWIDE ENTERPRISE uses

condition inspection guidelines

to determine the condition of key

components of the loss vehicle prior

to the loss. The guidelines descr be

physical characteristics for these key

components, for the condition selected

based upon age. Inspection Notes

reflect observations from the appraiser

regarding the loss vehicle’s condition.

CCC makes dollar adjustments that

reflect the impact the reported condition

has on the value of the loss vehicle as

compared to Average Private condition.

These dollar adjustments are based

upon interviews with dealerships across

the United States.
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 COMPARABLE VEHICLES

ADDITIONAL COMPARABLE VEHICLES

Source Vehicle Price

Adjusted
Comparable

Value

Comp 4
Source: Inspected Inventory
Country Ford
Southaven, MS

88 Miles From Kennett, MO

2016 Kia Sorento L Fwd
4 2.4l Gasoline Gasoline
Direct Injection
Odometer: 28,565
VIN: 5XYPG4A31GG
Stock #
Updated Date: 01/13/2018

 $ 16,500
(Take)

 $ 15,971

Comp 5
Source: Dealer Ad
Homer Skelton Ford
Olive Branch, MS

89 Miles From Kennett, MO

2016 Kia Sorento L Fwd
4 2.4l Gasoline Gasoline
Direct Injection
Odometer: 34,411
VIN: 5XYPG4A31GG
Stock 
Updated Date: 02/22/2018

 $ 18,141
(List)

 $ 18,033

Additional Comparable Vehicles are

in summary format, but are adjusted the

same as those on the previous page.

Comparable vehicles used in the

determination of the Base Vehicle Value

are not intended to be replacement

vehicles but are reflective of the market

value, and may no longer be available

for sale.

List Price is the sticker price of an

inspected dealer vehicle and the

advertised price for the advertised

vehicle.

Take Price is the amount that the

dealership will accept to sell the

inspected vehicle, though a lower price

may be obtainable through negotiation.

Distance  is based upon a straight line

between loss and comparable vehicle

locations.
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 VALUATION NOTES
This Market Valuation Report has been prepared exclusively for use by NATIONWIDE
ENTERPRISE, and no other person or entity is entitled to or should rely upon this Market
Valuation Report and/or any of its contents. CCC is one source of vehicle valuations, and
there are other valuation sources available.
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SUPPLEMENTAL INFORMATION

CARRIER INFORMATION

Prepared for: NATIONWIDE ENTERPRISE

  

Web: Allied Insurance is a member of Nationwide Insurance
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SUPPLEMENTAL INFORMATION

FULL HISTORY REPORT RUN DATE: 03/08/2018

Below are the historical events for this vehicle listed in chronological order.

EVENT
DATE

RESULTS

FOUND

ODOMETER
READING

DATA

SOURCE

EVENT

DETAIL
 
12/02/2016 KENNETT, MO Motor Vehicle Dept. REGISTRATION EVENT/

RENEWAL
12/06/2016 KENNETT, MO 622 Motor Vehicle Dept. TITLE (Lien Reported)

AUTOCHECK TERMS AND CONDITIONS:

Experian's Reports are compiled from multiple sources. It is not always possible for Experian to obtain complete discrepancy information on all vehicles; therefore, there may

be other title brands, odometer readings or discrepancies that apply to a vehicle that are not reflected on that vehicle's Report. Experian searches data from additional sources

where possible, but all discrepancies may not be reflected on the Report.

These Reports are based on information supplied to Experian by external sources believed to be reliable, BUT NO RESPONSIBILITY IS ASSUMED BY EXPERIAN OR

ITS AGENTS FOR ERRORS, INACCURACIES OR OMISSIONS. THE REPORTS ARE PROVIDED STRICTLY ON AN "AS IS WHERE IS" BASIS, AND EXPERIAN

FURTHER EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING ANY IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR

A PARTICULAR PURPOSE REGARDING THIS REPORT.

YOU AGREE TO INDEMNIFY EXPERIAN FOR ANY CLAIMS OR LOSSES, INCLUDING COSTS, EXPENSES AND ATTORNEYS FEES, INCURRED BY EXPERIAN

ARISING DIRECTLY OR INDIRECTLY FROM YOUR IMPROPER OR UNAUTHORIZED USE OF AUTOCHECK VEHICLE HISTORY REPORTS.

Experian shall not be liable for any delay or failure to provide an accurate report if and to the extent which such delay or failure is caused by events beyond he reasonable

control of Experian, including, without limitation, "acts of God", terrorism, or public enemies, labor disputes, equipment malfunctions, material or component shortages,

supplier failures, embargoes, rationing, acts of local, state or national governments, or public agencies, utility or communication failures or delays, fire, earthquakes, flood,

epidemics, riots and strikes.

These terms and the relationship between you and Experian shall be governed by the laws of the State of Illinois (USA) without regard to its conflict of law provisions. You and

Experian agree to submit to he personal and exclusive jurisdiction of the courts located within the county of Cook, Illinois.
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SUPPLEMENTAL INFORMATION

NHTSA VEHICLE RECALL

NHTSA Campaign ID : 15V089000

Mfg's Report Date : FEB 12, 2015

Component : VEHICLE SPEED CONTROL:ACCELERATOR PEDAL

Potential Number Of Units Affected : 12361

Summary : Kia Motors America (Kia) is recalling certain model year 2016 Sorento
vehicles manufactured October 27, 2014, to January 29, 2015. Due to an improperly
soldered component in the accelerator pedal assembly, the driver may not be able to
accelerate the vehicle.

Consequence : If the vehicle is unable to be accelerated, there is an increased risk of a
crash.

Remedy : Kia will notify owners, and dealers will replace the accelerator assembly, free
of charge. The recall began on February 19, 2015. Owners may contact Kia customer
service at . Kia's number for this recall is 

Dates Of Manufacture : OCT 26, 2014 to JAN 28, 2015

Manufacturer Recall No. : 

NHTSA Campaign ID : 15V446000

Mfg's Report Date : JUL 13, 2015

Component : SEAT BELTS:FRONT:BUCKLE ASSEMBLY

Potential Number Of Units Affected : 2587

Summary : Kia Motors America (Kia) is recalling certain model year 2016 Kia Sorento
vehicles manufactured October 23, 2014, to December 10, 2014. The affected vehicles
have a front passenger seat belt whose buckle latch assembly may prevent the front
passenger from fastening the seat belt.

Consequence : If the front passenger seat belt cannot be latched, an occupant sitting in
the front passenger seat has an increased risk of injury in the event of a crash.

Remedy : Kia will notify owners, and dealers will replace the front passenger seat belt
buckle cover, free of charge. The recall began on August 18, 2015. Owners may contact
Kia customer service at  Kia's number for this recall is 

Dates Of Manufacture : OCT 22, 2014 to DEC 09, 2014

Manufacturer Recall No. 

NHTSA Campaign ID : 16V480000

Mfg's Report Date : JUN 28, 2016

Component : SUSPENSION:REAR

Potential Number Of Units Affected : 7901

The National Highway Traffic Safety

Administration has issued 5 safety related

recall notices that may apply to the above

valued vehicle.
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SUPPLEMENTAL INFORMATION
Summary : Kia Motors America (Kia) is recalling certain model year 2016 Sorento
vehicles. A component of the rear suspension may not be properly welded.

Consequence : The improper weld may break, affecting the rear suspension alignment,
thereby increasing the risk of a crash.

Remedy : Kia will notify owners, and dealers will inspect the welds at the rear suspension
cross-member, replacing the rear cross-member assembly, as necessary, free of charge.
The recall began July 27, 2016. Owners may contact Kia Customer Service Department at

. Kia's number for this recall is 

Manufacturer Recall No. 

NHTSA Campaign ID : 16V770000

Mfg's Report Date : OCT 23, 2016

Component : SEATS

Potential Number Of Units Affected : 1408

Summary : Kia Motors America (Kia) is recalling certain model year 2016 Kia Sorento
vehicles manufactured March 3, 2016 to March 21, 2016. The driver's seatback frame
may have been produced with inadequate weld joints and, as a result, the seatback may
not function as designed in the event of a rear-end collision.

Consequence : In the event of a crash, the driver seatback frame could break and fail to
restrain a seat occupant, increasing the risk of injury.

Remedy : Kia will notify owners, and dealers will inspect the welds and replace the driver
seatback frame, as necessary, free of charge. The recall began on December 9, 2016.
Owners may contact Kia customer service at  Kia's number for this recall
is 

Dates Of Manufacture : MAR 04, 2016 to MAR 14, 2016

Manufacturer Recall No. : 

NHTSA Campaign ID : 16V862000

Mfg's Report Date : NOV 29, 2016

Component : ELECTRICAL SYSTEM

Potential Number Of Units Affected : 10212

Summary : Kia Motors America (Kia) is recalling certain model year 2016-2017 Sorento
vehicles manufactured October 27, 2014, to August 25, 2016, and 2017 Sportage
vehicles manufactured December 10, 2015, to August 26, 2016. The affected vehicles
are equipped with an accessory trailer hitch wiring harness that, due to a malfunction of
the tow hitch module, may result in the trailer brake lights being constantly illuminated.
As such, these vehicles fail to comply with the requirements of Federal Motor Vehicle
Safety Standard (FMVSS) number 108, " Lamps, Reflective Devices, and Associated
Equipment."

Consequence : If the trailer brake lights stay illuminated while being used, other drivers
may be confused, increasing the risk of a crash.
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SUPPLEMENTAL INFORMATION
Remedy : Kia will notify owners, and dealers will replace the trailer tow hitch harness, free
of charge. The recall began January 18, 2017. Owners may contact Kia customer service
at  Kia's number for this recall is 

Dates Of Manufacture : OCT 26, 2014 to AUG 24, 2016

Manufacturer Recall No. 

    



 
 
 
Kia Motors America, Inc. 

Corporate Headquarters 

 

Irvine, CA  USA 

T 1  F  

 
 

September 12, 2018 
 
 
Nationwide Insurance 
Robert Opalenik 

y 
Des Moines IA,  
 
RE: 
Your Insured: Brian Jackson 
Claim #:  
Our Case #:  
Car: 2016 Kia Sorento 
VIN: 5XYPG4A35GG  
 
 
Dear Robert Opalenik, 
 
This letter is to confirm that we are in receipt of your letter, dated September 1, 2018, with intent to 
subrogate in regards to the vehicle accident your insured had on the above stated vehicle. Please be 
advised that based on the information provided, there is lack of evidence to support your claim.  
 
Kia Motors America, Inc. will take no further action in this matter at this time. If you have additional 
information you wish to be considered, please forward it to me at the above address. Thank you for your 
courtesy and cooperation. 
 
Sincerely,  
 
 
 
Alex Villalpando 
National Consumer Affairs 
Kia Motors America, Inc. 
 























  

     

   
  

     
    

     

   

  

  

 

           
         

          
           

        
    

  
 

 
 

     

   
  

   
   

    
        

   
    

  
    

   

         

  
          

    

          

     
            
  



Kia Motors Corp of America

Claim #

Page 2 of 2

Sincerely,

Robert Opalenik

Nationwide Insurance Company of America

One Nationwide Gateway

Des Moines, IA

For your protection, California law requires the following to appear on this

form. Any person who knowingly presents false or fraudulent claim for the

payment of a loss is guilty of a crime and may be subject to fines and

confinement in state prison.
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Claim Number:  
July 24, 2018 
Page 2 
 

 

engine and automatic transmission.  The vehicle identification number is 
5XYPG4A35GG .  At the time of this study, the vehicle’s odometer could 
not be read due to level of destruction. 

 said he and his wife purchased the vehicle new in 2016.  He 
reports no repairs to the vehicle and no aftermarket items installed.  The only issue 
reported was, about two weeks prior to the fire, he smelled an odor of burning 
rubber but never witnessed any smoke or warning lights.  He took it to a local 
dealer and nothing was found to be wrong.  On the day of the incident, he was 
checking on his mother’s house.  He left the vehicle’s engine running while parked 
in the driveway.  He was only away from the vehicle for about four minutes, and 
when he returned, he saw smoke venting at the center lower level of the 
windshield.  He notified the Kennett Fire Department, which then responded.  He 
said before the fire department arrived, the windshield had collapsed, and the 
interior was engulfed with flames.  The vehicle operated normally, with no 
warning lights, on the day of the incident.  

The study began at the front of the vehicle and continued in a clockwise 
direction.  The windshield had collapsed to the interior, and the right and left 
exterior sides display fire damage at the windows.  The roof sustained severe fire 
damage.  The engine compartment sustained no fire damage (Figure 1). 

 

Figure 1: Front of Vehicle 
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The interior exhibits severe fire damage, with progressively greater fire 
damage to the center section of the dashboard.  Fire patterns indicate the fire 
progressed from the base of the dashboard, at the area of the center console.  The 
fire progressed in an upward and outward direction.  The center base of the 
dashboard at the console is the area of fire origin (Figure 2).  

 

Figure 2: The Dashboard 

Debris was excavated from the console and lower dashboard.  A study of 
the remains of the touch screen radio revealed no sign of fire-initiating failure.  
The air conditioner control panel was severely fire damaged.  Multiple electrical 
conductors pass along the lower level of the center console to the dashboard.  A 
study of the conductors failed to identify a fire-initiating failure.  Due to the level 
of destruction in the area of fire origin, the ignition source could not be identified 
(Figure 3).  The study revealed no evidence of an intentional act to contribute to 
the fire 
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Figure 3: The Area of Fire Origin 

.      

• The vehicle type is passenger vehicle. 

• The vehicle brand and model are 2016 Kia Sorento. 

• The area of origin was the center base of the dashboard and center 
console. 

• The oxidant was atmospheric air and was sufficient to support ignition 
and fire progression. 

• The first fuel ignited was not identified.  

• The ignition source was not established. 

• The ignition sequence was not defined. 

• The classification of the fire cause is Undetermined as defined in the 
attachment to this report. 
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Appendix A: NFPA 921 Fire Cause Classifications 

As classified by the NFPA 921, Guide for Fire and Explosion 
Investigations, 2017 Edition, the causes of fires are classified as accidental, 
natural, incendiary, or undetermined.  These definitions are incorporated into this 
report regarding the cause of the fire being studied. 

Classification of the Cause1 

Determining the cause of a fire and classifying the cause of the fire are two 
separate processes that should not be confused with each other.  Classification of a 
fire cause may be used for assignment of responsibility, reporting purposes, or 
compilation of statistics.  Different jurisdictions may have alternative definitions 
that should be applied as required. The cause of a fire may be classified as 
accidental, natural, incendiary, or undetermined.  Use of the term suspicious is not 
an accurate description for the classification of a fire cause.  Suspicion refers to a 
level of proof, or level of certainty, and is not a classification for a fire cause. 
Suspicion is not an acceptable level of proof for making a determination of cause 
within the scope of this guide and should be avoided.  Fires in which the level of 
certainty is possible or suspected, or in which there is only suspicion of that cause, 
should be classified as undetermined. 

Accidental Fire Cause 

Accidental fires involve all those for which the proven cause does not 
involve an intentional human act to ignite or spread fire into an area where the fire 
should not be.  When the intent of the person’s action cannot be determined or 
proven to an acceptable level of certainty, the correct classification is 
undetermined.  In most cases, this classification will be clear, but some 
deliberately ignited fires can still be accidental.  For example, in a legal setting, a 
trash fire might be spread by a sudden gust of wind.  The spread of fire was 
accidental even though the initial fire was deliberate. 

                                              
1NFPA 921, Guide for Fire and Explosion Investigations, 2017 edition 
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Natural Fire Cause 

Natural fire causes involve fires caused without direct human intervention 
or action, such as fires resulting from lightning, earthquake, wind, and flood. 

Incendiary Fire Cause 

An incendiary fire is a fire that is intentionally ignited in an area or under 
circumstances where and when there should not be a fire. 

Undetermined Fire Cause 

Whenever the cause cannot be proven to an acceptable level of certainty, 
the proper classification is undetermined. 

(A) Undetermined fire causes include those fires that have not 
yet been investigated or those that have been investigated, 
or are under investigation, and have insufficient 
information to classify further. However, the fire might 
still be under investigation and the cause may be 
determined later with the introduction or discovery of new 
information. 
 

(B) In the instance in which the investigator fails to identify 
the ignition source, the fire need not always be classified 
as undetermined. For example, if the evidence establishes 
one factor, such as the use of an accelerant, that evidence 
may be sufficient to establish an incendiary fire cause 
classification even where other factors, such as ignition 
source, cannot be identified. 
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Photograph 3: The rear passenger compartment. 

 

Photograph 4: The front passenger compartment.  
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Photograph 5: The dashboard.  

 

Photograph 6: The base of the dashboard and console.  The area of fire origin.  
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Photograph 7: The touch screen radio. 

 

Photograph 8: The severely fire-damaged air conditioner controls. 
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Photograph 9: Electrical conductors in the area of fire origin. 

 

Photograph 10: Electrical conductors in the area of fire origin, with no sign of fire-initiating failure.  

 



 |  |  |  Pol  | Ins:  | DoL: 03/03/2018 | St: Open | Adj: Robert G Opalenik
(Claims Recovery Services Group 3 Unit 4) |

User: Robert G Opalenik Page 1 09/01/2018 02:43 PM

Search Summary: Cost Type: Indemnity | Paid Date: Last 365 days

Total: $15492.00

Payee Name Service
Date From

Service
Date To

Date Paid EXP # EXP Type Payment
Amount

Cost Type TOL Expense
TOL

SCOTT
CREDIT
UNION

04/18/2018 1 Vehicle $15,492.00 Indemnity Total Loss
         



 

 

  
 

 
 

 
 

  

  

     

  

     

      

    

   

   

    

      
 

 
  

     

   

              
               

                  
                   

 

     

  

    

                
 

         

   
           

 

  
      











    

            
     

       
      
       
     

     
   

  
      

   

 

              
     

          
       

      

         

   
  

     















THIS CARD MUST BE CARRIED FOR PRODUCTION UPON DEMAND. IT IS SUGGESTED
THAT YOU CARRY THIS CARD IN THE INSURED VEHICLE.

WARNING: Any owner or registrant of a motor vehicle who drives or permits a motor vehicle to
be driven in this State without the required financial responsibility may have his registration
suspended or revoked.

NOTE: THIS CARD IS REQUIRED WHEN:
(a) You are involved in a motor vehicle accident.
(b) You are convicted of a traffic offense other than a parking offense that requires a court

appearance.
(c) You are stopped for violating any provision of the Vehicle Code (75 Pa.C.S. Section

101-9910) and requested to produce it by a police officer.

You must provide a copy of this card to the Department of Transportation when you request
restoration of your operating privilege and/or registration privilege which has been previously
suspended or revoked.

Need a tow or roadside assistance?
Call to reach GEICO's Emergency Road Service (ERS).

U-4-PA (12-09)

THIS CARD MUST BE CARRIED FOR PRODUCTION UPON DEMAND. IT IS SUGGESTED
THAT YOU CARRY THIS CARD IN THE INSURED VEHICLE.

WARNING: Any owner or registrant of a motor vehicle who drives or permits a motor vehicle to
be driven in this State without the required financial responsibility may have his registration
suspended or revoked.

NOTE: THIS CARD IS REQUIRED WHEN:
(a) You are involved in a motor vehicle accident.
(b) You are convicted of a traffic offense other than a parking offense that requires a court

appearance.
(c) You are stopped for violating any provision of the Vehicle Code (75 Pa.C.S. Section

101-9910) and requested to produce it by a police officer.

You must provide a copy of this card to the Department of Transportation when you request
restoration of your operating privilege and/or registration privilege which has been previously
suspended or revoked.

Need a tow or roadside assistance?
Call to reach GEICO's Emergency Road Service (ERS).

U-4-PA (12-09)





























































 













 












































































