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Accident Report
Case NN

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?

B s the last person to drive the vehicle

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

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

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

No

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

06/06/2017 06:00:00

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

No other structures or vehicles were involved.
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B-2) What time was 911 called?

1:55 father had already called before he woke the owner up

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

slight rain

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

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

My dad woke me up saying my car was on fire in the driveway.

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

Off

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

The car was stolen back in Jan and 2 weeks later we found it. We took it to a local Kia and it was restored back to
OEM parts.

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

No

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

I -occrs AR I
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C-1) Which fire agency responded?

Avoca Fire Dept

C-2) What is the fire report number?

D-1) Where is the vehicle now?

I ocrs A

D-2) Have any repairs been completed?

None

D-3) Was the insurance company contacted?

Yes

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

No

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

I am requesting a fire investigation for a defect. If it is a defect then I would expect some kind of settlement.
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Accident Report
Case I

Report Details

1. Who Owns the Vehicle?

B <7rovide Owner Name, Address, and Phone>

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

No one was driving veh at the time. <Provide Driver's Name, Address, and Phone>

3. Do You Own the Vehicle?

Yes

4. What is the Age of the Driver?

N/A <Driver's Age>

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

At about 10PM that evening. After sitting parked in my driveway since 7pm. <DATE> and <TIME>

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

Cold and storm brewing <ROAD & WEATHER CONDITIONS>

7. What Speed was the Vehicle Traveling?

0 - it was parked <VEHICLE SPEED>

8. Were any Other Vehicles Involved in the Accident?

Yes, the fire damaged my house and the car sitting parked next to this one. Yes, <Document Vehicle Information>
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10.

11.

12.

13.

16.

17.

18.

Were There Any Injuries?

No

Was Anyone Taken by Ambulance to The Hospital?

No

Is Anyone Currently Under Medical Attention for this Incident?

No

Describe the Incident in Detail, including the approximate vehicle speeds

My home address: ||| | | QJRRE Moreno Valley CA

It was parked <INCLUDE street names, location, all vehicles involved, what part of the vehicles were damaged>

Were the Police Contacted?

No

Was the Insurance Company Contacted?

Auto Statefarm. Claim number:
State Farm adjuster: Kevin Clark,

Home owners/Century National: Claim
Home repairs claim: Corby Sheffield:
Personal property claim: Do not have an adjuster yet Yes, <Name, Address, and Phone of Insurance Company, Policy

#, and Claim #>

Have You Settled With the Insurance Company?

No

Was the Vehicle Driven or Towed From the Scene?

Towed
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19.

20.

21.

22,

23.

24.

Where is the Vehicle Now?

Towed the burnt frame.
State Farm had it towed away 01/04/2017.
<VEHICLE LOCATION>

Have Any Repairs Been Completed?

No

Were Parties Wearing Seatbelts?

No

Did the Airbag(s) Deploy?

No

Was Airbag Light on prior to accident?

No

What action are you requesting of Kia?

I want someone know this has happened and we can negotiate something. Insurance deductible, clearing up my credit
with KMF after turn in from previous veh...something. <RESOLUTION SOUGHT>

. 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)

Not Applicable
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Accident Report
Case I

Report Details

A-1) Who owns the vehicle?

Caller

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

"A child of mine"

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

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

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

Driver [J] Front passenger seat

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

Shoes in the trunk

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

08/28/2017 02:40:00

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

caller's vehicle only
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B-2) What time was 911 called?

7:40pm

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

clear

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

No

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

They were at the stoplight. They were going in to a gas station. When they were at the stoplight there was smoke
coming out of passengers side. Once they pulled over to gas station smoke stopped stopped coming out and fire
started coming out. At that point the engine shut off

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

On

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?

No

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

Northfield, CA
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C-1) Which fire agency responded?

"T don't know"

C-2) What is the fire report number?

"T don't know"

D-1) Where is the vehicle now?

Tow Yard

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

Yes

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

No

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

The car is still under warranty, offer insurance for another vehicle while you investigate
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Accident Report
Case I

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?

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

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

Had little things like hairbrush, sunglasses and things like that but nothing major

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

11/10/2017 02:30:00

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

No
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B-2) What time was 911 called?

6:20

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

No rain - dry and sunny

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

NO

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

Going down a side street to work, I saw smoke first and stopped the vehicle, I got out and saw flames, there wasn't any
burning smell

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

On

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

No warning lights - Service was done on the vehicle after 5000 miles, was 20 days until next service needed.

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

No

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

F - it was in Lansing, you get off Highway 27 on a side street that connects to Old
ighway 27
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C-1) Which fire agency responded?

Wartburg Volunteer Fire Department

D-1) Where is the vehicle now?

Shannons Wrecker Service

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

Yes

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

No

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

I would love for Kia to give me another car or pay my insurance back because it's something wrong with the car to
catch fire

Accident Report
Case N

Report Details

A-1) Who owns the vehicle?
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Accident Report
Case I

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?

parked

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

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

no passengers

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

no passengers

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

no

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

03/20/2018 02:30:00

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

none
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B-2) What time was 911 called?

not

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

veh parked

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

veh parked

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

none

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

veh parked

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?

no

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

kia dealer parking lot

C-1) Which fire agency responded?

knox county fire dept
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C-2) What is the fire report number?

D-1) Where is the vehicle now?

dealer lot

D-2) Have any repairs been completed?

no

D-3) Was the insurance company contacted?

yes

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

no

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

review

Accident Report
Case I

Report Details
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Accident Report
Case I

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?

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

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

No

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

05/07/2018 11:30:00

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

Just cust vehicle.
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B-2) What time was 911 called?

Yes

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

Not known

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

None

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

Was driving and the engine, brake light, found smoke coming from engine compartment brakes did not work had to
use the emergency brake

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

On

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

Unknown

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

Unknown

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

I C'caco 1L
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C-1) Which fire agency responded?

Chicago Fire Dept

C-2) What is the fire report number?

Not yet available.

D-1) Where is the vehicle now?

Copart chicago I Chicago Heights, 1. I o<

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

Yes

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

No

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

Be responsible as still under warrantry
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Accident Report
Case I

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?

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

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

No

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

06/14/2018 00:00:00

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

One building: No damage to building.

B-2) What time was 911 called?

5pm
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B-3) Describe the road & weather conditions at the time of the incident.

The car was parked in a Stop and Shop parking lot.

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

Not at the scene.

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

I parked my car and the car wasn't even hot. I went to the supermarket to get some items. I wasn't there no longer
than 7 minutes. I came out and a woman asked me if that was my car that was on fire. I opened the door and the
flames shot out like crazy. The police told me to leave the vehicle alone, but I was trying to save some items. I was so
stressed out and overwhelmed that I walked home. I was completely perplexed by what happened. Itook a shower
and started coughing something black came out of my mouth and noise. I went to the hospital the following day. I
had to have a treatment to test my lungs. It turns out that I had to have minor carbon dioxide poisoning.

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

Oft

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?

No

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

I ' York, NY

C-1) Which fire agency responded?

Long Beach Fire Dept.
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C-2) What is the fire report number?

I am waiting for that.

D-1) Where is the vehicle now?

It may be with Liberty Mutual.

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

Yes

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

No

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

I really don't know. I was going to join a class Action lawsuit. I would prefer to just settle with Kia.
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Accident Report
Case N

Report Details
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Kia Motors America
Consumer Affairs Department

Page 1 of 3
Last name First name VINof 2016 OPTIMA Case Number Mileage
I sxaruxGiill B 3000
, , Prod. Date: 01/15/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History
*** 06/07/2017 13:30:58 ***
Contact <l Pricrity = Standard, Sub Status = Dispatched

*** 06/07/2017 13:30:59 ***
Web - Note created on 06/07/2017 13:30:59 and created by ||| N
Hello,

| was wondering what would be the procedure to follow for my situation.

6/6 at 12am, my car caught on fire and is now total loss. Fire department did not investigate where the fire
originated at. However insurance has sent someone to investigate the car at the moment. If they are able to identify
the fire origin to be a defect in the car, how would | proceed with you guys to file a claim. My car was purchased a
little over a year ago and had around 30,000 miles on it before it got burned. The car was completely turned off and
locked before it happened.

*** 06/07/2017 13:31:14 ***
20170606_023730.jpg added byjj I o 06/07/2017 13:30:59

*** 06/07/2017 13:31:30 ***
20170606_023711.jpog added by || I o 06/07/2017 13:31:15

*** 06/07/2017 13:31:40 ***
20170606_023700.jpg added byjj | I o~ 06/07/2017 13:31:30

*** 06/07/2017 13:31:52 ***
20170606_023655.jpg added by|j | I o 06/07/2017 13:31:40

*** 06/08/2017 08:46:54 (GMT-07:00) Arizona ***
Accepted from Queue eWebSupport to WIPBin default by Diana Thacker

*** 06/08/2017 08:47:32 (GMT-07:00) Arizona ***
Dispatched from WIP default to Queue by

*** 06/08/2017 10:45:25 (GMT-05:00) Eastern Time (US & Canada) ***
Accepted from Queue Callcenter to WIPBin default by Kristi Smith

*** Phone - Call - Outbound created on 06/12/2017 14:45:56 (GMT-05:00) Eastern Time (US & Canada) and
created by Kristi Smith ***

wt states: calleo I

1. Calling from KCAC.

2. Calling to ask a few questions about your vehicle catching on fire.
3. Do you have a few minutes for me to do that?

cust states:

1. Sure, | do.

wrt states:

1. Took script.



Kia Motors America
Consumer Affairs Department

Page 2 of 3
Last name First name VINof 2016 OPTIMA Case Number Mileage
I sxaruxGiill B 3000
, , Prod. Date: 01/15/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

2. Adv cust that | will escalate his case to get more resources involved and someone will contact
him in 2-3 bus days.

cust states:

1. Ok, thank you.

*** 06/12/2017 14:46:24 (GMT-05:00) Eastern Time (US & Canada) ***
TREAD Applicable Date Updated to 06/12/2017 14:46:20

*** Note - Others created on 06/12/2017 14:57:16 (GMT-05:00) Eastern Time (US & Canada) and created by Krist
Smith ***
Dispatching to NCA

1. Customer alleges vehice caught on fire in driveway.

2. Vehicle is currently down in customer's driveway.

3. Customer is requesting for it to be inspected to see if it was a defect and if so then wants to be
compensated.

4. Please contact customer with resolution.

*** 06/12/2017 18:37:41 (GMT-05:00) Eastern Time (US & Canada) ***
Dispatched from WIPBin = default to Queue National CA by Kristi Smith
Reason:

*** 06/13/2017 07:39:23 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 06/13/2017 07:43:45 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn 24/24 of Samuel Kim by Jeff Stroup
Reason:

*** Phone - Call - Outbound created on 06/14/2017 11:56:00 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***

Called customer, but machine states "person you are trying to reach does not have a voice mailbox setup yet."
Writer unable to leave message.

*** 06/14/2017 11:57:07 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIin 24/24 and Sub Status of Assigned

*** Qthers - Others created on 06/16/2017 13:10:27 (GMT-08:00) Pacific Time (US & Canada) and created by
Samuel Kim ***

Reviewed case with KMA Engineers:

1. Advise customer of subrogation process

*** 06/16/2017 13:11:12 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn Legal Review and Sub Status of Assigned

*** Letter - Letter Sent created on 06/19/2017 11:25:43 (GMT-08:00) Pacific Time (US & Canada) and created by
Samuel Kim ***















Kia Motors America
Consumer Affairs Department

Page 4 of 5
Last name First name VINof 2016 OPTIMA Case Number Mileage
S ) oot -
, , Prod. Date: 03/08/2016 Dealer:

Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

4. It was done about 4 months ago

5.

Wirt states

1. Thank you

2. Will contact Gabriel and follow up
3. Do you have any questions

Cust states
1. I need a rental car

Wrt states

1. Apologize

2. Unable to offer at this time, can review for assistance
3. Will contact Gabriel and follow up

Cust states
1. Okay

*** Phone - Call - Outbound created on 09/08/2017 09:06:25 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt contacted Gabriel at insurance. Gabriel advised waiting on fire report and affidavit from customer before being
able to move forward.

*** Phone - Call - Outbound created on 09/08/2017 16:55:34 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt used Interpreter

Wrt states

1. Hello contacting in regards to case

2. Have reviewed with KMA engineers

3. At this time, could not identify exact cause

4. Recommend to continue working with insurance company
5. Explained subrogation process

Cust states

1. Okay then

2. 1 do not know if they will cover this because someone else was driving the car
3. Also we are still waiting on documents

Wrt states
1. If they are unable to assist, you may contact me

Cust states
1. Okay

*** Phone - Call - Inbound commitment fulfilled on 09/08/2017 17:09:38 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/08/2017 closed by Alex Villalpando ***

***09/08/2017 17:09:52 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given



Kia Motors America
Consumer Affairs Department

Page 5 of 5
Last name First name VINof 2016 OPTIMA Case Number Mileage
S o vt
, , Prod. Date: 03/08/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

[Resolution Summary]
Pending further contact.

***09/29/2017 16:42:36 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

*** Note - Others created on 09/29/2017 16:42:43 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***
Tread review completed this date

***09/29/2017 16:43:02 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Pending further contact.



Kia Motors America
Consumer Affairs Department

Page 1 of 4
Last name First name VINof 2016 OPTIMA Case Number Mileage
I . soxova 2l 1000
, , Prod. Date: 10/05/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

*** 11/16/2017 07:53:54 ***
Contact = || . Friority = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 11/16/2017 07:53:43 and created by Morgan Doss ***
Customer states:

1. I was driving the veh the other day and it caught on fire

2. The fire department had a hard time getting the fire out, | only had a quarter tank of gas

3. It was scary to me because the day | bought my car | bought my daughter the same type car and now | am
worried for her driving

4. After this happened | looked up up recalls

5. 1 googled kia cars that have caught on fire and there are quite a few this happened to

Writer states:

1. Apologized

2. Advised opened case

3. Ran fire script

4. Provided case #

5. Advised will get resources involved
6. Allow 2-3 business days for contact

Customer states:
1. Thank you

*** Phone - Call - Inbound created on 11/21/2017 07:13:04 and created by Morgan Doss ***
Mike West from Farm bureau Ins:

1. 1 am working on getting a fire report.

2. What is your email and | will send you the fire report to your email

3. This was a total loss case

4. We went and looked at vehicle yesterday and took pictures - we didn't touch or move anything, but wanted to

know if Kia is going to want to take a look at this veh

o-vy # N I
6. If someone could get back in touch with me ASAP so we can move this vehicle because we are paying storage

charges

Writer states:
1. Advised will get this to the right department

Mike states:
1. Thank you

*** Qthers - Others created on 11/21/2017 07:14:06 and created by Morgan Doss ***
Dispatch to NCA

1. Customer alleges veh caught fire

2. Veh located at Storage facility, total loss

3. Customer requesting vehicle be replaced
4. Please review and follow up accordingly.

***11/21/2017 07:16:54 ***
Dispatched from WIPBIin = Default to Queue National CA by Morgan Doss
Reason:



Kia Motors America
Consumer Affairs Department

Page 2 of 4
Last name First name VINof 2016 OPTIMA Case Number Mileage
I . soxova 2l 1000
, , Prod. Date: 10/05/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** 11/21/2017 07:48:43 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

*** 11/21/2017 07:57:03 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn default of Alex Villalpando by Jeff Stroup
Reason:

*** Phone - Call - Outbound created on 11/21/2017 09:14:45 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt states

1. Hello contacting in regards to case

2. Please advise

Cust states

. | was driving and vehicle caught on fire.

. There were no light and | didnt really notice any burning smell.

. Have contacted my insurance, farm bureau insurance

. He said that he didnt really do a thorough inspection because he wants to see what Kia can do
. Said he has tried contact Kia

. I do not have any photos or report yet, insurance may have photos

. Will you all be looking into this

. Vehicle is currently in storage and it is accruing storage fees

. Do not know if insurance is moving it and they have not made an offer yet

OCOoONOOOARWN-=-

Wrt states

1. Thank you for information

2. Please provide my contact information to agent

3. Have not yet received contact from your insurance
4. Will work with insurance company once contacted

Cust states
1. that sounds good
2. Thank you

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/27/2017 and created by Alex Villalpando ***

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/28/2017 and created by Alex Villalpando ***

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/29/2017 and created by Alex Villalpando ***

*** Phone - Call - Inbound created on 11/29/2017 14:11:28 (GMT-08:00) Pacific Time (US & Canada) and created
by Alex Villalpando ***
Mike West from Farm Bureau Insurance attempted contact. Requesting CB.

*** Phone - Call - Outbound created on 11/29/2017 14:12:55 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contacted with Mike West at Farm Bureau insurance. Left message for CB
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Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 12/01/2017 and created by Alex Villalpando ***

*** Phone - Call - Outbound created on 12/01/2017 08:45:17 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contacted with Mike West at Farm Bureau insurance. Left message for CB

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 12/05/2017 and created by Alex Villalpando ***

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 12/06/2017 and created by Alex Villalpando ***

*** Phone - Call - Outbound created on 12/06/2017 10:38:42 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt contacted Mike at Insurance

Wrt states
1. Hello Mike contacting in regards to case
2. Please provide photos

Mike states

1. Car was looked at but just visual, non destructive

2. Car is at a tow yard but will be moving vehicle to stop incurring fees
3. cust has not settled

4. Can provide you with photos and location once available

Wrt states
1. thank you
2. will review with KMA engineers and follow up

*** Email - External Email Sent created on 12/06/2017 10:41:49 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Sent: Wednesday, December 06, 2017 10:35 AM

To: fbitn.com'

Su

bject: Kia Motors AmericjjjjiJl)j / Farm Bureau Claim

Hello Mike,

Thank you for speaking with me. Per our discussion, please provide photos of customer’s vehicle and location once
available. | will review with my KMA engineers and follow up with you. Please contact me if you have any questions
or concerns.

Thank you,

*** Phone - Call - Inbound commitment created on 11/21/2017 09:22:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 12/08/2017 and created by Alex Villalpando ***

*** Email - External Email Received created on 12/08/2017 09:11:53 (GMT-08:00) Pacific Time (US & Canada) anc
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Shelby , NC, Prod. Date: 11/25/2015 Dealer:- Renaldo KIA
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Engine Oil(Leakage)

Original Owner (Y or N):N
What is current Customer Request (if needed): N/A

*** 03/15/2018 08:25:43 ***
Closed with Resolution Code : Information Given
[Resolution Summary]

*** 03/27/2018 06:15:07 (GMT-07:00) Arizona ***
Reopened with Sub Status of Working

*** 03/27/2018 06:15:24 (GMT-07:00) Arizona ***
Closed with Resolution Code : Information Given
[Resolution Summary]
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Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

*** Phone - Call - Outbound created on 03/07/2018 08:10:58 and created by Amber Deslatte ***
outbound call to cust
Left VM

Wrt states:

1. following up on vehicle concerns
2. please give me a phone call back
3. gave case # phone # and ext #

*** Phone - Call - Inbound created on 03/07/2018 12:43:00 and created by Jason Murray ***
CUST states

1 I was calling to speak with CM

2 | dialed her ext

3 Is she available?

WRT states

1 Apologize

2 Let me see if she is available
*** contacted via skype

*** transferred to CM

*** Phone - Call - Inbound created on 03/07/2018 12:43:34 and created by Amber Deslatte ***
Cust states:

1.vehicle is still at dir

2. i talked to them tuesday or wednesday

3. been in the shop for 10 days now

Wrt states:

1. apologized

2. since vehicle has been in for 10 days let me go ahead and get the vehicle info from the dir and then forward this
on to our escalations team

2. would take 2-3 business days for them to get back to you

Cust states:

1. okay

2. i was going to call them to see whats going on
3. is it okay to call them?

Wrt states:
1. yes that would be fine, im going to call them as well and our escalations will follow up in 2-3 days

Cust states:
1. okay thank you

*** Phone - Call - Outbound created on 03/07/2018 12:50:35 and created by Amber Deslatte ***
outbound call to Service Manager - Steven

Wrt states:

1. need RO info for cust

2. gathered RO info for cust

3. advised of escalation
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Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

*** Case note has been appended from duplicated auto-case on 03/08/2018 07:04:47 (PST)

Comments from JDP/Medallia Service Survey

Kia Dealer Service Satisfaction Survey

Survey Date: 03/04/2018 08:41:18
Name of the Dealer: - Kia Of Orange
Name of dealer Service Consultant: CHRISTIAN ROMERO

*** CUSTOMER SURVEY RESPONSE REGARDING SERVICE QUALITY***
8.Was all of the work completed right the first time?
Response: No

8-1.If NOT completed right the first time,what was the reason?

8-2.1f NOT completed right the first time,what was the nature of the problem?

*** CALL TO ACTION ***
Case created and dispatched to Kia Consumer Assistance Center for customer and dealer contact to provide
further assistance to resolve any open issues .

*** (03/08/2018 07:58:14 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue Western Region ECR to WIPBIn 0. default by Esther Kong

*** 03/08/2018 08:10:35 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn default of Kristina Pedrosa by Esther Kong
Reason:

*** Phone - Call - Outbound created on 03/08/2018 12:10:33 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

Witr states:

1. Introduced self

2. DIr informed us that they are waiting for a test kit

3. Should arrive tomorrow

4. DIr needs to test the fuel

Cust states:
1. DIr hasn't updated me in 8 days
2. Thank you for updating me

Wir states:

1. Apologized

2. DIr should be providing you with updates
3. Will reach out to them

*** Phone - Call - Outbound created on 03/08/2018 12:13:15 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***



Kia Motors America
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Last name First name VINof 2016 OPTIMA Case Number Mileage
o . scxoveroof 200
Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

ECR contacted Steven (svc mgr) [Jij reauesting for an update.

*** Phone - Call - Outbound created on 03/13/2018 11:00:46 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) [Jij reauesting for an update.

*** Phone - Call - Outbound created on 03/15/2018 11:09:41 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

ECR left VM for cust at ||| Il reavesting for a callback.

*** Phone - Call - Outbound created on 03/15/2018 11:10:08 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) [Jij reauesting for an update.

*** Phone - Call - Inbound created on 03/16/2018 08:36:25 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***
ECR rec'd VM from cust.

Cust states:
1. Missed your call
2. Give me a call back

*** Phone - Call - Outbound created on 03/16/2018 10:48:21 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

Witr states:

1. Did you hear back from the dIr?

Cust states:

1. The day we spoke | went to the dIr since | wasn't getting an update

2. They said they ordered a test kit and that it should come on Friday

3. They said they would give me text updates, but | haven't received any
4. Will have to go back again if | don't hear from them

Witr states:

1. Apologized

2. DIr hasn't been getting back to me either

3. Will involve our DPSM

4. Will get in touch with you if | have any updates

Cust states:
1. Thanks

<For Internal Use Only
ECR contacted Steven (svc mgr) ] and DPSM requesting for an update.>

*** Phone - Call - Outbound created on 03/19/2018 09:29:58 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) Jand DPSM requesting for an update.

*** Phone - Call - Inbound created on 03/19/2018 09:46:23 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***
ECR contacted by Steven (svc mgrjjjjjij with an update.
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Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Steven states:

1. Cleaned out the fuel tank and all the fuel lines

2. We did find abnormal fluid substance in the fuel tank but the tester we used does not pin point exactly what
chemical was mixed with the fuel

3. Our svc tech will be installing the fuel tank and performing further testings to veh

*** Phone - Call - Outbound created on 03/19/2018 09:52:36 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

Witr states:

1. Did the dIr update you?

Cust states:
1. No

Witr states:

1. They cleaned out the fuel tank and fuel lines

2. They found an abnormal substance but couldn't pinpoint what the chemical was
3. The test doesn't specify the chemical that's mixed with the fuel

4. They are going to install the fuel tank and run further tests

5. Will update you if | have anything new

Cust states:
1. Ok, thank you
2. | just wanted to point out that | didn't put any additives or anything in the fuel

Wir states:
1. Ok, thank you

*** Phone - Call - Outbound created on 03/21/2018 10:03:24 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) ij requesting for an update.

*** Phone - Call - Inbound created on 03/21/2018 10:19:25 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***
ECR contacted by Steven (svc mgr) [Jjij with an update.

Steven states:

1. After the fuel tank was cleaned and installed, we topped off the fuel tank

. The issue is still present

. Tech removed the intercooler boot and found excessive amounts of oil inside the intake runner
. We checked the engine oil and it's within specs

. Tech is currently performing a leak down and compression test

. Engine runs sound but it may be due to the piston oil rings

. They might not be seating correctly to the bore resulting in oil blowback

. Removed the turbo exhaust pipe and found oil residue as well

. We will be contacting TL for assistance

OCOoONOOOTARWN

Wir states:
1. Yes, please open TL as soon as possible for assistance
2. They may have recommendations/suggestions on what to test for this concern
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Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

*** Phone - Call - Outbound created on 03/23/2018 13:10:33 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) [Jij reauesting for an update.

*** Case note has been appended from duplicated auto-case on 03/24/2018 01:04:54 (PST)

Comments from Service Alert - TL

Dealer : Kia of Orange

Technician : matthew ojeda

Service Manager : Steven chen

Dealer Phone :

DPSM : Janet Lawyer

Vehicle Model : OPTIMA SX LIMITED 4CYL AUTO

Model Year : 2016

Mileage : 42582

Initial comments by Technician found in TL Case ||| |

[Problem Description]
customer states vehicle is running rough and blowing white smoke

[Diagnostics Performed]

scanned vehicle for codes and found miss fire on all cylinders inspected plugs and were all fouled out replaced
plugs and was also advised to empty gas tank then refill started vehicle and was running better then symptoms
came back inspected plugs again and were fouled out again performed compression test and cy1 120 psi cyl2 110
cyl3 130 cyl4 120 also removed boot to inter-cooler and found excessive amount of oil in boot going to throttle
body checked oil level and was within specification

*** Phone - Call - Outbound created on 03/27/2018 15:25:17 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

Witr states:

1. Did the dIr call you?

Cust states:
1. Yes, they said they are going to contact corporate about the engine

Witr states:

1. Yes, it was approved yesterday

2. Will ensure it's been ordered

3. Will contact you if | have any updates

Cust states:
1. Thank you

<For Internal Use Only
ECR contacted Steven (svc mgr) [JJj reauesting for an update on parts order.>

*** Phone - Call - Inbound created on 03/29/2018 07:42:36 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***



Kia Motors America
Consumer Affairs Department

Page 8 of 10
Last name First name VINof 2016 OPTIMA Case Number Mileage
o . scxoveroof 200
Orange , CA, Prod. Date: 12/04/2015 Dealer:- KIA of Orange
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

ECR contacted by Rene (svc) [JJjJij regarding cust veh.

Rene staes:
1. Engine is here
2. Tech should finish the repair by Monday, 4/2/18

*** Phone - Call - Outbound created on 04/02/2018 10:26:51 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) [Jjreauesting for an update.

Steven states:
1. Cust picked up Saturday

Wir states:
1. Please send me the RO

*** Phone - Call - Outbound created on 04/02/2018 10:34:37 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***

ECR left VM for cust at ||| Il recuesting for a callback.

*** Phone - Call - Inbound created on 04/02/2018 16:22:45 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***

Cust states:

1. I got the car back

2. There's still 2 concerns with the brakes

Witr states:
1. Have you taken it to the dIr?
2. | advise to get that diagnosed at the dir

3. Will have [ contact you

Cust states:
1. Ok

<For Internal Use Only
ECR contacted Steven (svc mgr) i requesting to contact cust.>

*** Phone - Call - Outbound created on 04/05/2018 13:32:40 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) Jj requesting to contact cust.

*** Phone - Call - Inbound created on 04/10/2018 10:55:43 (GMT-08:00) Pacific Time (US & Canada) and created
by Kristina Pedrosa ***
ECR contacted by Rene (svc) [ with an update.

Rene states:

1. Reached out to the client

2. He said he doesn't want to return for any svc at this time
3. He said he's dealing with corporate

*** Phone - Call - Outbound created on 04/10/2018 10:59:09 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
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Last name First name VINof 2016 OPTIMA Case Number Mileage
o . scxoveroof 200
Orange , CA, Prod. Date: 12/04/2015 Dealer:-W
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Wir states:

1. Did you get a chance to locate your SC?

Cust states:
1. 1 did, but | was advised by my lawyer not to have any further contact with you
2. Any correspondence should be to him

Wir states:
1. Understood
2. Thank you

*** Phone - Call - Outbound created on 04/24/2018 14:17:43 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Kelsie (finance jjjjjjJJj requesting for SC.

*** Phone - Call - Outbound created on 04/24/2018 14:19:40 (GMT-08:00) Pacific Time (US & Canada) and
created by Kristina Pedrosa ***
ECR contacted Steven (svc mgr) Jij requesting for ROs.

*** 04/27/2018 11:08:59 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBIin = 5. Friday to Queue Western Region Admin by Kristina Pedrosa
Reason:

*** Note - Others created on 04/30/2018 11:28:56 and created by Jazmin Diaz ***
NCA rec'd ADL, please refer to

***05/01/2018 08:26:54 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted, from Queue = Western Region Admin to WIPBin _New_

*** 05/01/2018 08:27:05 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Concerns Recorded
[Resolution Summary]

NCA rec'd ADL, please refer to |||
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Knoxville, TN, Prod. Date: 07/04/2016 Dealer:-Parkside KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

8. Itis 10:15 Eastern currently and | will talk to you soon
9. Have a great day

*** Phone - Call - Outbound created on 03/23/2018 13:12:59 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***

Called dealer [Jjjjjij and spoke with Service Manager Matthew Cohen ||| N

Writer states:

1. Did someone try and start the engine?

Dealer states:

1. The vehicle was dropped off at 7:15PM, he did a night drop

2. Our sales department closed at 8PM

3. Our surveillance camera showed it started at 9:11PM

4. Fire department cut the lock on the gate to get in

5. Geico was scheduled to pick up the car, the adjuster came out yesterday

6. My DPSM called me said somebody from Kia was going to come and see the car

Writer states:
1. You may have Geico go ahead and have the vehicle picked up
2. If Kia decides to inspect, we will contact Geico

*** Email - External Email Sent created on 03/23/2018 13:20:33 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***

Sent email to Service Manager Matthew Cohen at dealer ||| Bl 02rksidekia.com) and CC'd DPSM
JHollis:

Is there anyway you could send the video footage of the surveillance camera to document the case?

*** Email - External Email Received created on 03/23/2018 14:34:20 (GMT-08:00) Pacific Time (US & Canada)
and created by Samuel Kim ***

Received email from Service Manager Matthew Cohen at dealerMparksidekia.com)

Im sure we get do that. | T has gone home for the weekend. On Monday | will have him pull the footage and put it ir
an email able file.

*** Phone - Call - Inbound created on 03/27/2018 08:37:14 and created by Edward Blair ***
Cust

1.1 was calling for update

2.1 havent heard anything from my case manager

3.Do you see any updates to my case

4.Thanks for your assitance

Writer

1.1 am sorry about the veh

2.1 dont see any updates as of yet

3.The case has been escalated to our NCA team
4.1 will notate the case for you

5.1 tranfer to his or her ext to leave vmail
6.Thanks for calling KIA

*** Email - External Email Received created on 03/27/2018 13:11:37 (GMT-08:00) Pacific Time (US & Canada) anc
created by Samuel Kim ***
Received email from Service Manager Matthew Cohen at deale || o2 sidekia.com)
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Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
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4. It was like 1 or 2 seconds at a time the starter was going, the, the, the, the

5. I called RSA and as | hung up the phone, | started smelling a burning smell, | actually have a video of it

6. So | closed the hood and got my stuff out of it and waited for a friend to come get me

7. We followed the car to the dealership and we drop it off and they got me a loaner car

8. Everything was fine, went home and | get a call Tuesday morning and he tells me my car had burnt overnight
9. l also have a video of how the starter was acting

10. The reason why | took this video is because this is not the first time this happened to me

11. It happened to me back in September, but it was in middle of the road, my car quit at a red light

12. | had to call RSA and had it towed to Parkside Kia, it was extremely hot outside

13. They told me a couple of hours later they were able to start it

Writer states:

1. Apologized

2. Are you currently in a loaner vehicle?

3. Requested videos

4. Sure, once received, | will follow up with you

Customer states:

1. No, | already purchased another vehicle
2. The insurance told me they were totaling it
3. Can you send me an email to

*** Email - External Email Sent created on 03/27/2018 13:53:13 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***

Sent email o customer [

Requested videos

***03/28/2018 11:02:56 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn Legal Review and Sub Status of Assigned

*** 03/28/2018 11:03:06 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Denial Pending and Sub Status of Assigned

*** Email - External Email Received created on 03/28/2018 11:03:27 (GMT-08:00) Pacific Time (US & Canada) anc
created by Samuel Kim ***

Received email from customer*
This is the first video of 2. The second will be in a separate email. Thanks.

*** Email - External Email Received created on 03/28/2018 11:04:25 (GMT-08:00) Pacific Time (US & Canada) anc
created by Samuel Kim ***

Received email from customer_

Thank you for your help.

*** Note - Others created on 03/30/2018 11:39:06 (GMT-08:00) Pacific Time (US & Canada) and created by
Samuel Kim ***
TREAD review complete

*** Phone - Call - Inbound created on 04/05/2018 13:00:56 (GMT-08:00) Pacific Time (US & Canada) and created
by Samuel Kim ***

Received message from customer:

1. Hey Samuel

2.y name i [N









Kia Motors America
Consumer Affairs Department

Page 2 of 6
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxoUsxiill I 700
, , Prod. Date: 10/03/2016 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Wrt contacted State Farm to request photos.

*** Others - Others commitment updated on 05/11/2018 09:47:48 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/11/2018 and updated by Ryan Ristow ***

Wrt requested phone number for agent:

1.itis

*** Qthers - Others commitment updated on 05/11/2018 09:47:53 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/15/2018 and updated by Ryan Ristow ***

*** Others - Others commitment fulfilled on 05/15/2018 08:58:06 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/15/2018 closed by Ryan Ristow ***
Wrt requested the photos from the insurance agent.

*** Email - External Email Received commitment created on 05/15/2018 08:58:32 (GMT-08:00) Pacific Time (US &
Canada) with Commitment Date 05/18/2018 and created by Ryan Ristow ***

*** Letter - Letter Received created on 05/15/2018 09:26:11 and created by Jazmin Diaz ***

NCA rec'd letter from State Farm. Letter states:

1. Please consider this as our notice of possible subrogation and our notice to you of the opportunity to schedule ar
inspection of the vehicle.

2. Vehicle being held at Dixmoor, IL.

3. Your cooperation is appreciated.

Attaching to case.

*** Email - External Email Received commitment fulfilled on 05/18/2018 09:11:00 (GMT-08:00) Pacific Time (US &
Canada) with Commitment Date 05/18/2018 closed by Ryan Ristow ***
Photos received.

*** Others - Others commitment created on 05/18/2018 09:11:23 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/18/2018 and created by Ryan Ristow ***

*** Qthers - Others commitment updated on 05/18/2018 11:10:59 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/22/2018 and updated by Ryan Ristow ***

*** 05/21/2018 16:10:33 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 3. Pending Customer Photos/Docs/Reports and Sub Status of Assigned

*** Qthers - Others commitment fulfilled on 05/22/2018 10:35:20 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/22/2018 closed by Ryan Ristow ***

Wrt reviewed with the KMA engineers:

1. Allow insurance to continue with their investigation and contact us.

2. The engineers will not be able to make it in a timely manner.

*** Email - External Email Sent created on 05/22/2018 10:38:14 (GMT-08:00) Pacific Time (US & Canada) and
created by Ryan Ristow ***
Hi Jacqueline,

I have reviewed with the KMA engineers. At this time, they stated that they would not be able to make an inspection
in a timely manner. They requested that you continue with your investigation and contact us with a cause and origin
report if you believe a manufacturing defect is found.
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*** Email - External Email Sent created on 12/05/2018 09:01:53 (GMT-08:00) Pacific Time (US & Canada) and
created by Ryan Ristow ***
Wrt confirmed inspection for KMA engineer to inspect the vehicle.

*** Others - Others commitment created on 12/05/2018 11:06:35 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 12/13/2018 and created by Ryan Ristow ***

*** 12/05/2018 11:06:46 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 1. Intro Calls and Sub Status of Working

*** Others - Others commitment created on 12/05/2018 11:06:13 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 12/14/2018 and created by Ryan Ristow ***

*** Letter - Letter Received created on 12/12/2018 15:22:25 (GMT-08:00) Pacific Time (US & Canada) and created
by Stephanie Mondragon ***

NCA rec'd letter from State Farm. Letter states:

1. We are writing regarding a loss sustained by our insured.

2. You are responsible for this loss.

3. Provide us with insurance information.

4. Your cooperation is appreciated.

Attaching and dispatching to National CA.

***12/12/2018 15:23:20 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Stephanie Mondragon
Reason:

*** 12/13/2018 07:48:03 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 12/13/2018 07:56:39 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn 1. Intro Calls of Ryan Ristow by Jeff Stroup
Reason:

*** 12/13/2018 08:12:05 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 1. Intro Calls and Sub Status of Assigned

*** 12/13/2018 08:12:48 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 9. Pending Check and Sub Status of Assigned

*** Others - Others commitment created on 12/05/2018 11:06:13 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 12/17/2018 and created by Ryan Ristow ***

*** Qthers - Others commitment created on 12/05/2018 11:06:13 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 12/20/2018 and created by Ryan Ristow ***

*** Qthers - Others created on 12/20/2018 09:55:45 (GMT-08:00) Pacific Time (US & Canada) and created by
Ryan Ristow ***

Wrt reviewed with the KMA engineers:

Preliminary results of our inspection are that the origin is undetermined and the cause is undetermined. If further
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Case History

*** 06/18/2018 07:06:27 ***
Contact = ||l Pricrity = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 06/18/2018 07:06:35 and created by Eric Fenrick ***
Customer States:

1. | was attending the supermarket and my car caught fire.

2. | had to have the fire department come out.

3. I went to a supermarket in New York and after coming out the vehicle was on fire.

4. | just want Kia to do the right thing.

Writer States:

1. Apologized.

2. | will gather this info and send the results and any pictures you have or fire reports over to a National Team that
will handle the case further.

Customer States:
1. Thank you.

Writer States:
1. You're welcome.

*** Note - Others created on 06/18/2018 08:13:29 and created by Eric Fenrick ***
Forward to NCA

1 Customer alleges vehicle caught fire for nothing

2 Vehicle is currently down at insurance company

3 Customer is requesting Kia do something

4 Please review and follow up accordingly

*** 06/18/2018 08:15:31 ***
Dispatched from WIPBin = 0-Default to Queue National CA by Eric Fenrick
Reason: Customer Alleges vehicle caught fire

*** 06/19/2018 07:46:28 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

*** 06/19/2018 07:57:45 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn default of Alex Villalpando by Jeff Stroup
Reason:

*** Phone - Call - Outbound created on 06/19/2018 09:13:45 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt states

1. Hello contacting in regards to case

2. Please advise

Cust states

1. Store is 2 miles from home

2. Was in store for 10 minutes

3. Walked out and an employee asked me is that is my car because it is on fire
4. Went to car and saw a few inches tall fire coming from center of car

5. Around the console
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6. When | opened the door, the flames blasted

7. | tried to save a few things but police officer told me to leave it alone or he will arrest me
8. Within 7 minutes, car was completely destroyed

9. Fire department came and put fire out

10. Spoke to fire department and he said failure of something electrical

11. There was nothing electrical | had

12. Car and engine was still cold because | only drove 2 miles

13. Walked home

14. Went to doctor next day and put me on a IV and took x rays

15. Gave me a hour of lung treatment

16. Gave me steroids

17. Need to follow up in about a week

18. Looked into recalls but saw online about other recall

19. Saw the news

20. Talked to attorney and was suggested to talk to Kia first

21. Have all the information you will need to do your investigation and make me an offer
22. Have contacted insurance, Liberty Mutual

23. They said they would be investigating

24. Unsure of where car is now

25. If Kia does not help, | will call the news

Wrt states

1. thank you for information

2. Please provide photos and reports

3. Will review and follow up

4. Please contact me if you have any questions.

cust states
1. Thank you

*** Email - External Email Sent created on 06/19/2018 09:18:40 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Sent: Tuesday, June 19, 2018 9:14 AM

To
Su!Ject: !la Hotors !menca ]

el

Thank you for speaking with me earlier. Per our conversation, please email me pictures of your vehicle and a copy
of the police and/or fire report if you have one. Please send the photos 1 at a time as our system does not accept
large file attachments.

Thank you,
*** Phone - Call - Inbound commitment created on 06/19/2018 09:19:06 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/22/2018 and created by Alex Villalpando ***

*** 06/19/2018 09:19:19 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn default and Sub Status of Assigned

*** Phone - Call - Inbound created on 06/26/2018 14:04:51 (GMT-05:00) Eastern Time (US & Canada) and createc
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by Kristi Smith ***
cust states:

1. Calling to get an update.
wrt states:

1. Apologized.
2. Advised case has been escalated and will update case notes and request a call back to
you with an update.

cust states:
1. Ok, thank you.

*** Phone - Call - Outbound created on 06/26/2018 11:20:51 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt states

1. Hello contacting in regards to case

2. Currently reviewing case

3. Do you recall where you saw fire from exactly

Cust states

1. Do not know exactly where fire originated from
2.l was in a hurry to get my stuff

3. did not focus on exactly where it was at

4. It was about 4 inches tall

Wrt states
1. Thank you for information
2. Will continue review and follow up

Cust states

1. Please call me if you have any further questions

2. 1 will work with you and insurance to help as best as | can
3. Do | need to get an attorney

4. Because if | do, they will take 1/3

Wrt states
1. If you do contact an attorney, you may provide my contact information
2. Please contact me if you have any questions.

Cust states
1. Thank you

*** Phone - Call - Inbound commitment updated on 06/26/2018 11:26:24 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/27/2018 and updated by Alex Villalpando ***

*** Phone - Call - Outbound created on 06/26/2018 13:23:07 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt contacted Liberty Mutual. Liberty Mutual advised

1. Claim has been given to SIU who is investigating claim
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THE CABIN OF THE VEHICLE. THE FIRE DEPARTMENT WAS CALLED TO THE SCENE AND EXTINGUISHED
THE FLAMES. THE VEHICLE WAS TOWED TO AN UNDISCLOSED LOCATION. DURING THE INCIDENT THE
VEHICLE WAS DESTROYED AND THE CAUSE OF THE FIRE WAS NOT DETERMINED. THE VIN WAS NOT
AVAILABLE. THE FAILURE MILEAGE WAS 29,000. JFT

*** Note - Others created on 07/02/2018 14:27:17 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***
Reviewed with KMA engineers

*** Phone - Call - Outbound created on 07/02/2018 14:29:30 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contact. Left message for CB

*** Phone - Call - Inbound commitment updated on 07/02/2018 14:29:48 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/03/2018 and updated by Alex Villalpando ***

*** Phone - Call - Outbound created on 07/03/2018 13:49:10 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***

Wrt states

. Hello contacting in regards to case

. Have reviewed case with KMA engineers

. Have also contact insurance

. Insurance has advised they will be inspecting vehicle to determine cause

. Pending results of inspection

. Wrt explained subrogation process

O WN-=-

Cust states

1. Have spoken to insurance and talked to Brian

2. They will be inspecting it

3. I am without a car and lost my property that was in there
4. | saw a newspaper article about Kia. | can send it to you

Wrt states
1. Apologize
2. Pending results of inspection

Cust states
1. Okay thank you and have a nice day

*** Phone - Call - Inbound commitment fulfilled on 07/03/2018 13:52:43 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/03/2018 closed by Alex Villalpando ***

*** 07/03/2018 13:52:54 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Concerns Recorded
[Resolution Summary]

Pending further contact.

*** (08/06/2018 18:04:54 ***
Reopened by Brandon Boyd with Sub Status of Working

*** 08/06/2018 18:07:07 ***
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*** 08/10/2018 14:28:41 (GMT-07:00) Arizona ***
Contact = ||} . Friority = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 08/10/2018 14:28:49 (GMT-07:00) Arizona and created by Heather Orosco

*kk

Customer Calling:

1. It starts and it will not go

2. It smoked and tries to die out
3. I don't think that it's the Engine
4. | think they are just

5. The was at the Kia in Durango

Writer States:

1. Apologized

2. Case created for the concerns
3. Referred to Kia dealer

4 .0ut of 5/60 still under PTW

5. Gave customer caser

Customer States:
1. Ok thank you

***08/10/2018 14:31:28 (GMT-07:00) Arizona ***
Closed by Heather Orosco with Resolution Code : Referred to Dir
[Resolution Summary]

*** 09/26/2018 14:56:17 (GMT-07:00) Arizona ***
Reopened by Tomas Soto with Sub Status of Working

*** 09/26/2018 14:56:30 (GMT-07:00) Arizona ***
Closed by Tomas Soto with Resolution Code : Referred to DIr
[Resolution Summary]

*** 09/28/2018 12:06:57 (GMT-07:00) Arizona ***
Reopened by Tomas Soto with Sub Status of Working

***09/28/2018 12:07:15 (GMT-07:00) Arizona ***
Closed by Tomas Soto with Resolution Code : Referred to DIr
[Resolution Summary]
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2. Advised will need to allow 2-3 business days for follow up
3. Advised cust can stay in rental during rental

Cust states
1. Thank you so much

*** Phone - Call - Inbound created on 02/13/2019 09:01:13 and created by BETHANY MERRITT ***
***CALL TO ACTION™***

Cust request reunite, Does not feel safe in veh

1. Cust requesting reunite - declined alt options for reunite

2. Engine replacement is completed

3. DPSM has been advised

4. Please review and contact customer as needed

5. Cust prefers email / phone

*** Phone - Call - Inbound created on 02/13/2019 10:05:51 and created by BETHANY MERRITT ***

***02/13/2019 14:49:45 ***
Dispatched from WIPBin = Default to Queue Western Region ECR by BETHANY MERRITT
Reason:

***02/14/2019 07:05:19 (GMT-07:00) Arizona ***
Accepted from Queue Western Region ECR to WIPBin Default by Randy Chacon

***02/14/2019 07:06:09 (GMT-07:00) Arizona ***
Dispatched from WIPBin Default to Queue ZZ Lael Clark by Randy Chacon

***02/14/2019 08:31:48 (GMT-07:00) Arizona ***
Assigned to WIPBIin Default of Lael Clark by Randy Chacon
Reason:

*** Phone - Call - Inbound commitment created on 02/14/2019 11:35:47 (GMT-07:00) Arizona with Commitment
Date 02/18/2019 and created by Lael Clark ***

*** Phone - Call - Inbound created on 02/15/2019 12:00:46 and created by Amy Dean ***
cust stats

1 my vehicle broke down on me on the freeway

2 | was almost in an accident

3 iam in a rental and enterprise call me today and wants the rental back tomorrow.

4 i really need the rental extended until you all figure out what is going on

wrt states

1 understand your concerns

2 be happy to assist

3 can reach out to ] and get rental extended until you hear back from your ECr

wrt callecii N (sooke to lan MCMurray)

wrt states
1 amy calling with k cac
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2 needing to extend rental for customer
3 provided cust name and vin

lan states
1 will call enterprise and advise

wrt states to cust
1 spoke to lan at
2 lan will reach out to enterprise and advise rental will be extended

cust states
1 thank you so much

*** Phone - Call - Inbound created on 02/18/2019 16:46:16 (GMT-07:00) Arizona and created by Lael Clark ***

Writer called customer” and left VM:
1. Gave writer's name and case info

2. Calling to review case
3. Gave ECR contact and case number
4. Requested callback for further assistance

*** Phone - Call - Inbound created on 02/18/2019 16:49:22 (GMT-07:00) Arizona and created by Lael Clark ***
Customer called writer and states:
1. Gave name

Writer states:

1. Thanked customer for calling back

2. Gave summary of case

3. Advised writer is seeking to have customer's vehicle reunited, based on the distance from the dealer to
customer's home

Customer states:
1. OK, thank you
2. |1 do have a question though

Writer states:
1. What can writer answer?

Customer states:

1. Really don't want the car

2. 1 don't feel safe in it

3. Will not drive the car

4. | need to know what | have to do for you to take the car back?

5. | was traveling to Vegas, and we got about an hour outside of Vegas and the car died in the middle of the desert
6. It's a Lemon, to be honest

Writer states:

1. Apologized

2. Writer does understand the frustration and concern

3. Referred to WCIM for information on the state laws regarding Lemon Law, etc.
4. Advised the goal of Kia is to repair the vehicle under the terms of the warranty

Customer states:
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*** Phone - Call - Inbound commitment fulfilled on 02/21/2019 11:00:08 (GMT-07:00) Arizona with Commitment
Date 02/21/2019 closed by Lael Clark ***

*** Phone - Call - Inbound commitment created on 02/21/2019 11:00:26 (GMT-07:00) Arizona with Commitment
Date 02/22/2019 and created by Lael Clark ***

*** Phone - Call - Inbound created on 02/22/2019 16:16:33 (GMT-07:00) Arizona and created by Lael Clark ***
Writer called and states:

1. Gave writer's name and case info

2. Calling for POC for reunite

SVC Cashier states:

1. I don't have anyone available to speak with you right now

2. What | can give you is the email address for one of the assistant service managers
3. You can email | carpros.com and he will be able to help you

Writer states:
1. Thanked

*** Email - External Email Sent created on 02/22/2019 16:41:26 (GMT-07:00) Arizona and created by Lael Clark
Writer emailed Assistant SVC MGR Sergeh and states:

1. Hello Sergeh,

2. | got your email address from a service cashier.

3. | have tried to call a couple of times to actually speak with someone, and haven’t been successful.

4. What | am requesting is a point of contact for a reunite.

5. H 2016 Optima SXL had the engine replaced in Nevada, but he is a Sherman Oaks resident.

6. I 'am looking to bring the car back to him.

7. All | need is the name of someone who can take responsibility for accepting the car off of the transport truck,
giving it a quick once over for damage, and call the customer to advise that it's ready to be picked up.

8. Once | have the point of contact, | can get it dispatched.

9. Could you please reply back and advise who would be able to take care of this?

10. | look forward to hearing back from you.

*** Phone - Call - Inbound commitment fulfilled on 02/22/2019 16:43:06 (GMT-07:00) Arizona with Commitment
Date 02/22/2019 closed by Lael Clark ***

*** Phone - Call - Inbound commitment created on 02/22/2019 16:43:25 (GMT-07:00) Arizona with Commitment
Date 02/25/2019 and created by Lael Clark ***

***02/28/2019 11:04:09 ***
Assigned to WIPBIin Default of Lael Clark by Heather Simonsen
Reason: Sorry, yanked this and did not realize you had a F/U scheduled! Sending it back :) Thank you

*** Email - External Email Received created on 03/11/2019 12:58:01 (GMT-07:00) Arizona and created by Lael
Clark ***

Email received from SVCA Sergeh:

1. They can bring and drop it off during our service hours Monday to Friday 7am to 7 pm and Saturday 7 am to 5
pm and closed on Sundays
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2. depending on availability of service advisers any of them can accept the vehicle and let you know when its here

***03/11/2019 13:12:11 (GMT-07:00) Arizona ***

Sub Case# Opened, Owner il Friority = Please Specify, Assigned = 03/11/2019 13:12:11
[Initial Description

Email received from PKing authorizing reunite:

1. Approved

*** Phone - Call - Inbound commitment fulfilled on 03/11/2019 13:12:25 (GMT-07:00) Arizona with Commitment
Date 02/25/2019 closed by Lael Clark ***

*** Phone - Call - Inbound commitment created on 03/11/2019 13:14:56 (GMT-07:00) Arizona with Commitment
Date 03/18/2019 and created by Lael Clark ***

*** Phone - Call - Inbound created on 03/13/2019 10:48:51 and created by Sarah Samples ***

Cust states:

1. | have been driving a rental car for the last 3 1/2 months and | have spoken with several people who advised me
that my car would be shipped to me

2. He said as soon as it was going to be shipped they would allow me to stay in the rental vehicle until my car
arrives.

3. The rental car company has called me and said there is an outstanding balance.

wrt states:
1. apologized
2. advised that ECR is not available

Cust states
1 1 need to speak to someone regarding this because it is alot of money after Lael said it was taken care of.

wrt states:
1. advised will notate case and request a call back for you today regarding your reunite.
2. Will get someone to reach out to you today.

cust states
1. Ok thank you

*** Phone - Call - Inbound created on 03/14/2019 09:10:46 and created by Deborah Williams ***
Customer call in

Customer want to speak to Lael

Customer ask for his Phone #

Customer explain he waiting on a transport for his vehicle

*** Phone - Call - Inbound created on 03/14/2019 09:57:41 and created by Deborah Williams ***
Customer call || NG

1. Customer want know why he has to pay for the vehicle.

2. He is upset because he want to keep the rental til his vehicle is brought to him.
Writer states

1. he is not happy with any answers he feel like he has been inconveniences

2. We are draganing are feet when comes to him.

Customer states
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1. I will keep calling until something is done or here back with a good answer that | like.

*** Phone - Call - Inbound created on 03/14/2019 09:26:00 (GMT-07:00) Arizona and created by Lael Clark ***
Writer called customer _and states:

1. Gave name and case Info

2. Calling to discuss

3. Apologized for concerns with Enterprise

Customer states:

1. Yeah, | am just about over all of this with this car

2. This is something | don't normally have to deal with

3. I'm an entertainer, and as a matter of fact, | have a show to host tonight

4. This phoning back and forth, | get a call from Enterprise, | have to call you, it's stressful and frustrating

Writer states:

1. Apologized

2. Writer does understand

3. Advised if customer does end up paying for any rental fees, customer is welcome to submit the paid receipts for
evaluation of reimbursement

Customer states:
1. And how does that work?
2. Can't you just call Enterprise and tell them that you are covering the rental?

Writer states:

1. Apologized

2. Advised Enterprise's policies are their own and writer's office does not have an account with Enterprise to be
able to authorize coverage

Customer states:
1. 0K

Writer states:
1. Advised customer's vehicle is scheduled for reunite dispatch, so customer should have vehicle very soon

Customer states:
1. Will I be notified?

Writer states:

1. Yes, absolutely

2. Advised customer will receive notification as soon as ETAs are secured

3. Also, has customer had a chance to review the acknowledgement letter that writer sent a few weeks ago?

Customer states:
1. Yes
2. | will get that back to you as soon as | can

Writer states:
1. Thanked

*** 03/14/2019 15:48:57 ***
Note - Others log created on 03/14/2019 15:48:38 and created by Steven Lamphier
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*** Sub Case # H Note - Others created on 03/14/2019 15:48:38 and created by Steven Lamphier ***
3/12/2019 8:30am: Dispatched Transport with George at AutoStar: Ref/{jjjjjj 76/ Case!D ||l VCC#

Missued by RSAL SLamphier.
ick up can be expected by 9/18/19; Delivery can be expected by 9/19/19

3/12/2019 8:30am: Price Quotes:

AutoStar Transport: $495 with Pick-Up:1-2 days and Delivery:0-1 days
Number 1 Auto Transport:  $675 with Pick-Up:1-3 days and Delivery:0-1 days
Ready Logistics:  $470 with Pick-Up:4-7 days and Delivery:4-7 days

3/12/2019 Transport approved by PKING

*** Phone - No Callback created on 03/19/2019 11:45:32 and created by Germaine Alvarez ***
Customer States

1 I was calling to find out what is the status of my case

2 i had spoke with Lael a while back

3 I have been calling and i even emailed him back the info he needed

4 | just have not heard from CM

Wrt States

1 Apologized

2 advised of no update

3 | will note case and put in a no call back

4 If you wanted to try a bit later he is just not available at this current moment

Customer States
1 Ok my main thing i just want someone to call me back

Wrt States
1 I understand i will note case will no call back cm and cm sup will get notification

Customer states
1 that would be great

*** Phone - KMA Receptionist Contact created on 03/19/2019 16:29:47 (GMT-08:00) Pacific Time (US & Canada)
and created by Jeff Stroup ***

customer called KMA receptionist

1. customer advised KMA approved vehicle to be reunited back to him

2. customer wanted to get an update on transport

3. customer advised he is also being charged for the rental and feels that KMA should be paying the rental as dIr
advised vehicle is ready for pick up so they stopped paying the rental.

4. wtr advised would follow up with ECR and would be back in contact with customer.

*** Email - External Email Received created on 03/20/2019 07:47:16 (GMT-07:00) Arizona and created by Lael
Clark ***



Kia Motors America

Consumer Affairs Department Page 12 of 29

Last name First name VINof 2016 OPTIMA Case Number Mileage
o . soovaosfl [ 2o
Glendale , CA, Prod. Date: 06/02/2016 Dealer:- Car Pros KIA Glendale
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys

Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Eng Stall(Idle/Unconfirmed)

Email received from customer with only request form attached, only page two completed

*** Email - External Email Sent created on 03/20/2019 07:50:06 (GMT-07:00) Arizona and created by Lael Clark

*kk

Writer emailed customer and states:

 —
2. Thank you for this portion of the request form.

3. I do apologize, but to consider your request for buy back, we do have to request that you finish completing the
request form (Page 3), and please do attach at the very least your original sales agreement and current vehicle
registration, as well as any non-dealership maintenance records.

4. For the repair orders from Kia dealerships, | can call and request those.

5. Any work you have had done at non-dealer locations, you would have to request those and send them in.

6. Because the registration and sales agreement are legal documents, those do have to come from you.

7. | look forward to hearing back from you.

*** Note - Others created on 03/20/2019 07:57:40 (GMT-07:00) Arizona and created by Lael Clark ***

<For Internal Use Only
Reviewing with ECA>

*** Phone - Call - Inbound created on 03/20/2019 09:25:51 (GMT-07:00) Arizona and created by Lael Clark ***
Writer called and states:

1. Gave writer's name and case info

2. Calling for RO history

SVC Receptionist states:

1. We are short handed on advisors today

2. Your best bet would be to email either our SVC MGR or assistant SVC MGR
3.l carpros.com

Writer states:
1. Thanked

*** Email - External Email Sent created on 03/20/2019 09:41:51 (GMT-07:00) Arizona and created by Lael Clark

*kk

<For Internal Use Only
Email sent to SVC MGR and Assistant SVC MGR requesting RO history>

*** Phone - Call - Inbound created on 03/20/2019 09:45:25 (GMT-07:00) Arizona and created by Lael Clark ***
Writer called and states:

1. Gave writer's name and case info

2. Calling for final RO for the engine replacement

SVC MGR Blair states:
1. I will send that to you as soon as | find it
2. You know we cut the rental off on that one?

Writer states:
1. Yes, writer is aware
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2 may writer place the call on hold in the meantime?

Customer states
1 yes

call placed on hold
off hold

writer states

1 apologize for the hold

2 advised the escalated department will be able to come up with the resolution
3 advised writer doesn't know how this will be handled

Customer states

1 this is unprofessional

2 truly believe i need to contact attorney

3 i almost lost my life because of this vehicle

4 there has been no one who was able to assist me so far
5 will be contacting attorney

Customer states

1 apologize

2 writer doesn't have the authority to answer your question about the rental
3 advised the assigned agent will be able to assist you

Customer states
1 thank you
***Call ended***

*** Phone - Call - Outbound created on 03/21/2019 17:34:10 (GMT-07:00) Arizona and created by Albert Judson

*kk

Writer called [Jij and received VM for SVC MGR Blair, no VM left.

<For Internal Use Only
Contacted dealer to inquire about possibility to extend rental.>

*** 03/22/2019 10:08:53 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue Western Region Admin to WIPBin Open Cases by Andrew Reyes

*** Phone - Call - Inbound created on 03/22/2019 10:39:00 (GMT-08:00) Pacific Time (US & Canada) and created
by Andrew Reyes ***

Writer spoke with dealer:

Writer:

1. What's the status?

Dealer:
1. Customer has it, vehicle has been repaired.
2. Not sure if he is still in a rental

Writer thanked



Kia Motors America

Consumer Affairs Department Page 15 of 29

Last name First name VINof 2016 OPTIMA Case Number Mileage
o . soovaosfl [ 2o
Glendale , CA, Prod. Date: 06/02/2016 Dealer:- Car Pros KIA Glendale
Kia Case Type Lvll: Complaint Kia Case Type Lv13: Eng/Exhaust/Battery/Fuel Sys

Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Eng Stall(Idle/Unconfirmed)

Writer spoke with enterprise
1. Has rental been returned?
2. Has it been communicated that Kia is no longer paying for it?

Rep:
1. Customer has not returned rental
2. Correct, Kia has not been paying since February

*** Phone - Call - Inbound created on 03/22/2019 10:51:38 (GMT-07:00) Arizona and created by Lael Clark ***
Writer caIIec_ and left VM:

1. Gave writer's name and case info

2. Calling for status of RO

3. Advised SVC MGR can either send the RO to writer or ECA Andrew

4. Gave writer's contact and case number

5. Thanked

*** Phone - Call - Inbound created on 04/01/2019 16:08:58 (GMT-08:00) Pacific Time (US & Canada) and created
by Andrew Reyes ***

Writer spoke with dealer:

Writer:

1. Customer return the rental?

2. Please send the RO for the customer's visit

Dealer:
1. No
2. Will email shortly.

*** Phone - Call - Inbound created on 04/01/2019 16:10:50 (GMT-08:00) Pacific Time (US & Canada) and created
by Andrew Reyes ***

Writer spoke with customer

Writer:

1. What is going on with the vehicle?

Customer:

. Let me update you on the case

. Car shut off while | was driving to Vegas

. | always loved Kias

. It shut off while | was with my family., | paid for tow

. Vehicle was at the dealership in Nevada for months

. It was towed back to me

. I was told it's fixed

. But | dont trust it anymore

. I dont want it, | was told by Lael that | could stay in the rental while the process takes place
0. Enterprise is telling me that | need to pay and that Kia will reimburse me

2 OO NOOORWN-=-

Writer:

1. Apologized

2. We are reviewing your repurchase request

3. If the vehicle is ready, and you pick it up, it does not slow down the process.

4. What | can do is, | can give you 48 hours to return the rental you are in

5. And perhaps, we can have it diagnosed at glendale to ensure there aren't any outstanding concerns and give yol
some piece of mind
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3. What are you requesting of KMA at this time?

Cust states:

1. The buyout offer is low

. There have been several other people who have done a class action lawsuit against Kia for this same reason
. That was an extremely scary situation

. I want more out of the offer letter

. It's not fair

. This is my second Kia car

. | used to love the company

. I don't want to make this into a bigger deal and get social media and my lawyer involved

. I'm not that type of person

OCoONOAAPLWN

Writer states:

1. Understand your concerns

2. Again, | do apologize for your experience with the veh so early into ownership

3. First two options are based on the lemon law guidelines in your state

4. If you're interested in keeping the vehicle with Option #3 then we can discuss the GW offer

Cust states:

1. Victoria keeping the vehicle would be a death wish

2. llive in LA, God forbid that car stalled on the freeway
3. That's a hazard for not only me but other people driving

Writer states:
1. Understood
2. For Option #2 KMA would be paying off the loan in addition to paying you the settlement amount

Cust states:

1. I would be driving a faulty vehicle

2. | might as well run into something on purpose
3. | don't think you understand

4. Can you break down Option #2?

Writer states:

1. Of course

2. For Option #2, KMA would be reimbursing you for all lease payments made and the tow

3. KMA would take the mileage deduction as outlined in the lemon law guidelines of your state

4. KMA does not determine that formula

5. So the settlement amount of $4,403.62 would go back to you and KMA would pay off the loan as well
6. So KMA would take possession of the vehicle

Cust states:

1. I'm aware of that

2. But once again I'm not okay with that
3. Who is your supervisor?

Writer states:
1. Supervisor is not a public contact

Cust states:
1. Fair enough
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2. | have faith in you and the Kia team to do something about the buyout
3. You guys can do better than that

4. | would never keep that car

5. That's terrifying

Writer states:
1. Understand concerns
2. Repurchase offer is based on the lemon law guidelines in your state

Cust states:

1. I think you guys can do better

2. Let's just put a hold on that for now

3. They called me yesterday saying it's fixed

4. Can you guys set up a loaner situation while we get this offer settled?
5. I'just don't trust it and I'm not about to drive that car

Writer states:
1. We do ask that you pick up the vehicle now that it is repaired

Cust states:

1. I will pick it up

2. | told them | would pick it up

3. But I'm not going to drive it

4. They told me it was fine the last time and look what happened

Writer states:
1. Since your vehicle is repaired KMA is unable to offer assistance with a loaner

Cust states:

1. Let's say | pick up the car after talking to you

2. And it goes out in the middle of me driving it and | get in an accident
3. Then what would happen?

Writer states:
1. | cannot speak to hypotheticals
2. KMA does stand by the repairs the dealer has made

Cust states:

1. That's so fair

2. You guys really look out for your customers

3. Thank you so much for reaching out to me so soon
4. | will be in touch

Writer states:
1. Please feel free to contact me if you have any other questions or concerns

Cust states:
1. Okay
2. Thank you so much

Writer states:
1. My pleasure
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Thank you for sending that over. Please return a signed copy of the Authorization to Release Loan Information
(attached).

Thank you,
Victoria H.

*** Email - External Email Sent created on 05/29/2019 07:08:18 and created by Victoria Haisley ***
Wtr requested payment history & payoff quote from KMF.

*** 05/29/2019 12:33:25 ***
Sub Case_ Closed, with Resolution Code: Information Given

*** Email - External Email Received created on 05/30/2019 14:29:20 and created by Victoria Haisley ***
Received payment history & payoff quote from KMF. Attaching to case.

*** Email - External Email Received created on 05/30/2019 15:54:10 and created by Victoria Haisley ***
Il scrvice manager states customer is refusing to return rental and pick up vehicle.

*** Phone - Call - Outbound created on 05/30/2019 15:55:07 and created by Victoria Haisley ***
Writer contacted

Writer states:

1. Introduced self

2. F/u on case

3. Still need Auth to Release Lease Info

Cust states:

1. Thought | sent it over

2. As soon as | get home | will send you
3. Leaving work right now

Writer states:
1. Was notified that vehicle is repaired so rental must be returned

Cust states:
1. | already did that last week when you told me to

Writer states:
1. Apologize
2. Will f/lu with dealer to clarify

Cust states:
1. Okay so how long does this process take?

Writer states:
1. Can take up to 60 days

Cust states:
1. Copy that
2. Will send document via email
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Writer states:
1. Thank you have a nice night

Cust thanked and call ended

*** Email - External Email Received created on 05/31/2019 08:49:40 and created by Victoria Haisley ***
From:
Sent: Thursday, May 30,

To: Haisley, Victoria [KMA]
Subject: Re

*Blank email with Auth. to Release Lease Info*

*** Phone - Call - Inbound created on 06/06/2019 09:46:57 and created by Collado Ortega ***
Cust states

1. 1 do not want to drive this car

2. ltis alemon

3. It is not safe

4. | was told that in this 60-90 days Kia would send a check to buy back my car
5. In the meantime | would like a rental

6. Not to drive this unsafe car

Wrt states

1. Apologize

2. All | can do is notate

Cust states
1. Fine

*** Phone - Call - Inbound commitment fulfilled on 06/06/2019 12:55:04 (GMT-07:00) Arizona with Commitment
Date 03/18/2019 closed by Lael Clark ***

*** Social Media - Social Media Posting created on 06/10/2019 14:48:39 and created by Young Park ***
SOCIAL MEDIA CONTACT 06/04/2019

CUSTOMERM
Hey Kia! | have a MPLAINT please have someone DM me with a direct contact with someone who can
resolve this!

KMA 06/04/2019
Should you have any concern on your vehicle, please send a DM with your VIN, your name and contact number.
AYP

CUSTOMER 06/04/2019
@kiamotorsusa just sent the dm!
@kiamotorsusa still no response from my dm .... how disappointing

CUSTOMER 06/06/2019
@kiamotorsusa SOLD ME a LEMON!!! | almost got into a serious car accident on the freeway when my Kia Optima
shut down in the middle of nowhere heading to Vegas. My insurance company couldn’t even locate me on the GPS
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***YPark updated and informed customer of case status
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Case History

***02/19/2019 07:11:38 ***
Contact = ||} . Frioity = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 02/19/2019 07:11:41 and created by Edward Hunter ***

Customer called and complained:

1. I had th” done to my vehicle and had an oil change done at the same time

2. shortly after that, possibly as little as 2 weeks, the low oil light came on. The dipstick showed low oil also

3. I went ahead and changed the oil thinking the guy at the dealer did not fill it fully

4. less than a month later, the oil is down over 2 quarts

5. | called the dealer and they told me the Pl had nothing to do with oil burning and the engine was not covered for
that problem.

6. | have an appointment with the dealer to have the engine looked at, it is blowing black smoke at this time.

Writer states:
1. The Pl is for rod knock, | do not think oil burning is covered.
2. Just as an aside, your car is out of warranty and the dealer might want a disgnostic fee.

Customer states:
1. | bought the car from Rick Case and they have a 100,000 mile powertrain warranty on all the used cars.

writer states:
1. You might think about taking the car to Rick Case as quite often the dealer warranties are not good at other
dealers.

Customer did not think this would be a problem.
Writer requested customer call with the results of the dealer visit.

*** Phone - Call - Inbound commitment created on 02/19/2019 07:19:10 with Commitment Date 02/26/2019 and
created by Edward Hunter ***

*** Phone - Call - Inbound created on 02/26/2019 07:35:10 and created by Edward Hunter ***
Writer called Dothan KIA and asked for Service
SA states that they did do the- but have not had any further contact with the customer.

Writer thanks SA for his assistance.

*** Phone - Call - Inbound commitment fulfilled on 02/26/2019 07:37:12 with Commitment Date 02/26/2019 closed
by Edward Hunter ***

*** 02/26/2019 07:37:15 ***

Closed by Edward Hunter with Resolution Code : Concerns Recorded
[Resolution Summary]

*** 04/01/2019 10:36:06 (GMT-07:00) Arizona ***
Reopened by Justina Sinclair with Sub Status of Working

*** Qthers - Others created on 04/01/2019 10:38:53 (GMT-07:00) Arizona and created by Justina Sinclair ***
Fire TREAD completed by JSinlcair

***04/01/2019 10:39:13 (GMT-07:00) Arizona ***
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Closed by Justina Sinclair with Resolution Code : Concerns Recorded
[Resolution Summary]
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1. Calling to verify vehicle repair status and location

Svc Adv Randy States:
1. The most recent RO# had an open date:10/5/16 and was closed on 10/28/2016.
2. But Cust has not picked up the car; Cust can be reached ||| GGG (o) or

F (cell)

. Cust says temperature gage went hot while driving and could smell coolant
4. We found a loose hose clam for

5. R&R Hose Clam

*** PHONE LOG 11/07/2016 01:36 PM US Mountain Daylight Time Albrahim Action Type:Outgoing call
NCB: Writer Contacted Customer || Il but to no avail; MSG 2 states person you've called is unavailable
right now please try later.

*** PHONE LOG 11/07/2016 01:41 PM US Mountain Daylight Time Albrahim Action Type:Outgoing call

Writer Contacted CustF (work) and Left a VM:

1. KIA was notified by that your new vehicle has experienced an R/A Tow

2. This is a status call to let you know dealer has finished the repairs of the car since 10/28/2016 but vehicle has no

been picked up yet
3. If you need assistance, please call KCAC ||l Ortion#4 and provided Case#.

*** PHONE LOG 11/07/2016 01:41 PM US Mountain Daylight Time Albrahim Action Type:Outgoing call

Writer Contacted CustF and Left a VM:
1. KIA was notified by that your new vehicle has experienced an R/A Tow

2. This is a status call to let you know dealer has finished the repairs of the car since 10/28/2016 but vehicle has no
been picked up yet
3. If you need assistance, please call KCACH ]l Crtion#4 and provided Case#.

***NOTES 11/07/2016 02:04 PM US Mountain Daylight Time Albrahim Action Type:Dealer contact
Writer Called Dealer: PARAMOUNT KIA OF ASHEVILLE ||l a¢ spoke to SVC DEPT
1. Calling to verify vehicle repair status and location

Svc Mgr John Svitilla States:

1. Vehicle was towed in and Cust immediately went to sales dept for trade-in issues

2. Finally | got hold ofq who said he will not approve diagnosis until he speaks to a lawyer

3. My GM approved for us to diagnose at the car and we performed a Hose Clam repair under dealer GW for
12/12/ adjustment period.

4. | belive we called Cust to pick up the car but to no avail

5. Let me get Sales Dept on the line

[Writer was Transferred to Sales Dept]

Sales Mgr Brandon States:

1. I'm aware Cust will not sign off the repair order on this car

2. Cust traded 2 cars that were upside down and was able to get into this car

3. We explained the negative equity will not go away but Cust can purchase this new car
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4. Then few months later Cust asked for trade to get a lower payment but was not able to help due to pervious
negative equity
5. Then few days later Vehicle was towed in for overheating

*** CASE CLOSE 11/07/2016 02:13 PM US Mountain Daylight Time Albrahim

*** PHONE LOG 01/10/2017 05:04 PM Eastern Daylight Time MReese Action Type:Outgoing call
Cust

. I did not sign an agreement for them to fix this car

2. We trade cars frequently with this dealer

. We traded in to KIA Souls for this car

. I am having knee problems but they fixed it

. We went to trade this car and discovered we would have to trade down

. We were told we couldn't do the trade because of the negative equity

. We were told when we traded the Souls the previous equity would disappear, not absorbed
. Then later the car caught on fire

. We were told we might need a new engine

10. | told them | would not pay for a new engine

11. They didn't have permission to fix it

12. We hired an attorney for this and the car has just been sitting at the dealer

—_

O©oO~NO O W

Writer

1. Apologized

2. Reviewing case

3. Due to attorney involvement, escalating case

Cust
1. Thank you

***NOTES 01/10/2017 05:04 PM Eastern Daylight Time MReese Action Type:Dealer contact
***Dispatch to ECR

1. Customer states could smell coolant while driving

2. Dealer states car is repaired and ready to be picked up

3. Cust hired an attorney for issues at dealer

4. DPSM advised of escalation

5. Please contact customer

SUBCASEF CREATED 01/11/2017 01:13 PM US Mountain Daylight Time MHill-CE
Please contact dIr to inquire if vehicle has been picked up?

***NOTES 01/13/2017 09:10 AM US Mountain Daylight Time MHill-CE Action Type:Internal

['<For Internal Use Only
case reviewed, customer states hired attorney, closing case pending paperwork>!]
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** SUBCASE [} CLOSED 01/13/2017 09:16 AM US Mountain Daylight Time MHill-CE

*** CASE CLOSE 01/13/2017 09:16 AM US Mountain Daylight Time MHill-CE
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Case History

Dealer :Henderson Kia

Technician :Kevin Williams

Service Manager :John Luse

Dealer Phone

DPSM :Robert Lea

Vehicle Model :OPTIMA

Model Year :2016

Mileage :11391

Initial comments by Technician found in TL Case ||| |

** Performed by contact: Kevin Williams, |||
*** This is a Request for Assistance ***

Problem Description :
Customer states a/c blows warm air.

Diagnostics Performed :

tested ac system and found the Freon level is low. charged ac system and when removing the low side charge
hose from the fill port Freon came out from the shrader valve. tried to tighten the valve but it will not seal. replaced
the low side line because the valve is not serviceable. after replacing the line and charging the system the ac does
not work. checked for proper voltage at the compressor connector and battery voltage shows with the vehicle
running. disconnected the connector and checked the resistance of the control valve and the valve shows open.
replaced the control valve and charged the system again but still have warm air. while the vehicle is running with
the gauges the pressures are equal at 70 psi on the high and low side. | believe it needs a comprerssor. the
compressor has been replaced once before on 08/16/16 ro 21480....

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

***NOTES 11/04/2016 04:04 PM US Mountain Standard Time KQuintero Action Type:Dealer contact
Writer calleq left VM for Ed in svc stating:

1. Calling to gather RO info

2. Please give us a call back

3. Provided case # and contact info

*** PHONE LOG 11/04/2016 04:17 PM US Mountain Standard Time KQuintero Action Type:Outgoing call
Writer called cust and stated:

1. Calling reg your veh repairs

2. Wanted to see if the veh has been repaired

Cust stated:

1. The dealer told me that they couldn't fix it and that | had to get another veh

2. Jason the sales person told me this he was told by the svc dept about the repairs
3. They said there was no fix and that | needed to get out of this veh

4. Now my payment went from 500.00 to 800.00

5. This veh has damages, burn holes and it stinks like smoke

6. The veh is a 2016 Optima as well

Writer stated:

1. I apologize for concern

2. Updated cust info

3. Advised that we would look into matter and then call back on Tuesday
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I DOHE T Y
Henderson, NV, Prod. Date: 01/25/2016 Dealer:- Henderson KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvi3: Air Conditioning
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Air Conditioner Operation

3. Provided case # and contact info

*** PHONE LOG 11/07/2016 05:22 PM US Mountain Daylight Time AGrantha Action Type:Incoming call
SVCM Mr Gonzales states:

1. Offered case#

2. Cust traded car in on day towed in for no start and A/C

3. Took cust out of rental same day

Writer states:

1. Understand

2. Checked if TCS is here

3. See a template already

4. Transferred SVCM to TCS ----------

*** PHONE LOG 11/07/2016 05:28 PM US Mountain Standard Time KQuintero Action Type:Incoming call
Peter svc manager stated:
1. Calling you back reg your concern

Writer stated
1. Yes thank you for calling me back
2. Reiterated info

Peter stated:

1. Ok so the cust came in 10/26/16 Ro# 24776

2. The veh was towed in for battery needing jump start and A/C blowing warm

3. We were not able to dup the no start, the veh started right up

4. The compressor is on national back order

5. The cust went straight to sales and told them that she wasnt happy with the veh and so traded out
6. The veh is repairable its just that its on back order

Writer stated:
1. OK thank you for the info

*** PHONE LOG 11/07/2016 05:33 PM US Mountain Standard Time KQuintero Action Type:Outgoing call
Writer called cust and stated:

1. Calling you reg your concerns

2. Advised that complaint was filed

3. At this time we were advised that you wanted to trade out of the veh

4. So there isnt anything that we are going to be able to do about the payment

5. If you have concerns with the new veh please take it to the dealer so that they can look at it

Cust stated:
1. OK thank you

*** PHONE LOG 11/07/2016 05:33 PM US Mountain Standard Time KQuintero Action Type:Ltr/email/fax sent
***Complaint sent to DSM this day****
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Last name First name VINof 2016 OPTIMA Case Number Mileage
I DOHE T Y
Henderson, NV, Prod. Date: 01/25/2016 Dealer:- Henderson KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvi3: Air Conditioning
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Air Conditioner Operation

*** CASE CLOSE 11/07/2016 05:34 PM US Mountain Standard Time KQuintero

*** PHONE LOG 12/07/2016 07:06 PM US Mountain Daylight Time JiSmith Action Type:lncoming call

Customer [ < >
1. The veh ha concerns now Iits the rear seat will not heat/cool

2. The veh is at the]JjjJjj service dept

Writer states:

1. Apologize for inconvenience

2. Updated Customer information

3. No open SC

4. | will obtain the RO information and call you back

Gustomer (S - = =

1. Ok
2. Thank You

Writer states:
1. Thank You

*** NOTES 12/08/2016 10:48 AM US Mountain Daylight Time JiSmith Action Type:Dealer contact
Joe SA at the Henderson Kia

Customer Name:

Customer phone #:

Customer address:

VIN:

MY and Mileage:

Most recent RO# and Open Date:

Days Down at initial Service Alert report (if applicable):
Most recent Repair Issue and Diagnosis: Customer says,
Able to Duplicate (Y or N):

Repeat Repair (Y/N), if so, how many times?:

Repair History of current concern with dates and mileage:
ETA for completion of repairs (if applicable):

Parts on order (Y/N), if so obtain part#, order#:

Techline Case (if applicable):

Rental / Loaner Provided? If so, since when?:

Dealer contacted DPSM (if needed):

Vehicle repaired?:

Customer has possession?:

Dealer Code/Selling Dealer (Y or N):

Original Owner (Y or N):

What is current Customer Request (if needed): N/A

If HEV vehicle, is dealer HEV certified (if needed): N/A
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Page 1 of 4
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxowa2o N 1070
, , Prod. Date: 11/18/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Case History

*** PHONE LOG 01/05/2017 04:28 PM Eastern Daylight Time StaceyBaker
Customer states:

1. I would like to launch a complaint with Kia

2. The dIr I'm talking about, the veh spontaniously combusted in my driveway
3. 12/29/2016

3. The car | turned in screwed up my credit.

3.

Writer states:
1. Apologized
2. Advised will forward to NCA

Customer states:
1. We weren't even home when it started

2. | arrived minutes after, the neighbors had called the fire department and even got my dog out of the garage for

me.

3. I've paid $7,000 in payments and $4K as a down payment.

4. It's just sickening that this could happen.

5. I don't want to go through the trouble of a law suit but would hope someone would step up.
6. No one ever thinks of this happening.

***NOTES 01/05/2017 04:30 PM Eastern Daylight Time StaceyBaker Action Type:Internal
***CALL TO ACTION

1. Customer alleges veh burst into flames in driveway.

2. No DLR involvement

3. Please contact customer with resolution

*** NOTES 01/06/2017 10:26 AM Pacific Daylight Time EKong Action Type:NCA Corresp. rec'd
Cust filed the following VOQ with NHTSA:

TL* THE CONTACT OWNED A 2016 KIA OPTIMA. AFTER PARKING THE VEHICLE IN THE DRIVEWAY FOR 15
HOURS, THE VEHICLE CAUGHT FIRE AND EXPLODED. THE VEHICLE WAS DESTROYED. THE ORIGIN OF

THE FIRE WAS BELIEVED TO BE DUE TO AN ELECTRICAL FAILURE. THE FIRE DEPARTMENT
EXTINGUISHED THE FIRE AND A FIRE REPORT WAS FILED. THERE WERE NO INJURIES. THE
MANUFACTURER WAS NOTIFIED OF THE FAILURE. THE FAILURE MILEAGE WAS 10,700.

*** PHONE LOG 01/06/2017 10:40 AM Pacific Daylight Time GVillela Action Type:Outgoing call
WTr LVM for Lisa Gardner

*** PHONE LOG 01/18/2017 08:44 AM US Mountain Daylight Time SDominguez Action Type:Outgoing call
CUST states:
1. Calling to follow up on case

WRT states:

1. Apologized

2. Gustavo is the agent working case

3. Will note case to advice Gustavo CUST is requesting follow up call as soon as possible



Kia Motors America
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Page 2 of 4
Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxawe oo 10700
, , Prod. Date: 11/18/2015 Dealer:

Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

CUST states:

1. Fine

WRT states:

1. Thank you for calling KIA

*** PHONE LOG 02/08/2017 01:36 PM Pacific Daylight Time GVillela Action Type:Outgoing call

wir LvM for ||

*** PHONE LOG 02/14/2017 08:28 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM for

*** PHONE LOG 02/16/2017 11:32 AM Eastern Daylight Time CSalyers Action Type:Incoming call
Customer States: Kevin - State Farm
1. calling because received a call from someone In reference to customer's veh catching on fire in their driveway

Wrt States:
1. apologized
2. showing there is a case manager for these concerns let me get you connected

Customer States:
1. ok thank you

**wrt connected to GVillela**

*** PHONE LOG 02/17/2017 03:42 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM for Kevin CLark, ,state farm

*** PHONE LOG 03/06/2017 08:33 AM Pacific Daylight Time GVillela Action Type:Incoming call
Wtr spoke with Kevin at statefarm:

1. Kevin asked for contact info of inspectors

2. Witr gave name and email of engineers

3. Witr received StockF
4. At IAA in Fontana,
call ended

*** PHONE LOG 03/08/2017 04:03 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wir spoke with Yudith, 1AAL:

1. Asked if permission was granted

2. Yudith stated that kevin hasnt granted permission

3. Please have him email me at ||| =2 com

call ended
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Last name First name VINof 2016 OPTIMA Case Number Mileage
I scxowa2o N 1070
, , Prod. Date: 11/18/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

*** PHONE LOG 03/08/2017 04:03 PM Pacific Daylight Time GVillela Action Type:Outgoing call
WTr LVM for Kevin Clark

*** PHONE LOG 03/10/2017 09:38 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wir spoke with Christina at state farm:

1. Asked for Kevin

2. She offered assistance

3. Advised to call Dan Bonelli, of advanced analysis

4. She advised he is from total loss looking to inspect with your engineer

5. Dan Bonelli,

call ended

*** PHONE LOG 03/10/2017 10:03 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Witr called Advanced analysis:

1. Asked for Dan

2. He was not avaailable

3. Gave message

4. Assistant advised he would be in today

5. He is busy monday and tuesday is auction

6. Wtr gave engineers email

call ended
*** PHONE LOG 03/14/2017 12:07 PM Pacific Daylight Time GVillela Action Type:Outgoing call

Witr recieved vm from Dan Banelli:
1. Advised for call back

*** PHONE LOG 03/14/2017 12:27 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Witr LVM for Dan Banelli:
1. Asked for callback

call ended

*** PHONE LOG 03/15/2017 04:03 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke with Dan Bonelli:

1. Wtr verified Dan that he is speaking with engineer in terms of scheduling

2. Will call next week to verify inspection time

call ended

*** PHONE LOG 03/30/2017 10:42 AM Pacific Daylight Time GVillela Action Type:Outgoing call
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Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Wir reviewed case with engineer after inspection:

1. the origin was undetermined, and the cause was undetermined.

2. State Farm’s investigators will be evaluating certain components further, and State Farm will contact us if
necessary

*** CASE CLOSE 03/30/2017 10:43 AM Pacific Daylight Time GVillela
Pending further contact

*** CASE CLOSE 03/30/2017 02:57 PM Pacific Daylight Time GVillela
Tread review completed



Kia Motors America
Consumer Affairs Department
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Last name First name VINof 2016 OPTIMA Case Number Mileage
KIA CAR KNAGTAL3 7GR ] 0
Carson CA, - Prod. Date: 05/12/2016 Dealer:- Car Pros KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

***NOTES 05/09/2017 08:32 AM Pacific Daylight Time RRistow Action Type:Dealer contact
NCA notified by DPSM of thermal event to dealer stock vehicle.

***NOTES 05/09/2017 01:35 PM Pacific Daylight Time RRistow Action Type:Dealer contact
KMA engnineer inspecting the vehicle on 5/9/17.

***NOTES 05/10/2017 08:36 AM Pacific Daylight Time RRistow Action Type:Dealer contact
Wrt reviewed with the Kia engineer.

***NOTES 05/10/2017 08:45 AM Pacific Daylight Time RRistow Action Type:Dealer contact
Wrt contacted the DPSM.

*** PHONE LOG 05/11/2017 08:59 AM Pacific Daylight Time RRistow Action Type:Outgoing call
Witr left a VM for FOD Gary Barr. Pending a C/B.

*** Phone - Call - Inbound created on 05/15/2017 08:45:35 (GMT-08:00) Pacific Time (US & Canada) and created
by Ryan Ristow ***
Wrt and CAFOM left a VM for the DPSM and the RPSM.

*** Phone - Call - Inbound commitment created on 05/15/2017 08:46:04 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/16/2017 and created by Ryan Ristow ***

*** 05/15/2017 08:48:56 (GMT-08:00) Pacific Time (US & Canada) ***

Case moved into WIPBin A2. Monday Pending Cust and Sub Status of Working

*** Phone - Call - Inbound commitment fulfilled on 05/16/2017 11:07:30 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/16/2017 closed by Ryan Ristow ***

Wrt left VM for DPSM and RPSM. Pending C/B.

*** Phone - Call - Inbound commitment created on 05/16/2017 11:07:32 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/19/2017 and created by Ryan Ristow ***

*** Phone - Call - Inbound commitment fulfilled on 05/16/2017 11:47:07 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/19/2017 closed by Ryan Ristow ***
Wrt reviewed with RPSM.

*** Others - Others commitment created on 05/16/2017 11:47:09 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/17/2017 and created by Ryan Ristow ***

*** Qthers - Others commitment fulfilled on 05/17/2017 12:39:28 (GMT-08:00) Pacific Time (US & Canada) with
Commitment Date 05/17/2017 closed by Ryan Ristow ***
Wrt attempted to contact FOD Gary 3 times. The mail box was full and he was not able to accept VM.

*** Phone - Call - Inbound commitment created on 05/17/2017 12:39:44 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/18/2017 and created by Ryan Ristow ***

*** Phone - Call - Inbound commitment fulfilled on 05/17/2017 13:39:53 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/18/2017 closed by Ryan Ristow ***
Wrt contacted FOD Gary:
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CA, - Prod. Date: 05/12/2016 Dealer:- Car Pros KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

1. Calling in regards to the vehicle that had the thermal event on the lot.

2. We did some research and believe that it is possible it could have been an arson case.

3. There are two separate origin points.

4. We also contacted the LAFD and they did not have any records, but it appears that the customer did contact the
fire department.

5. Maybe it was a different county.

6. Ultimately, we appreciate that Cruz was trying to help the customer.

7. However, there are no records of him ever reaching out to KMA.

8. We suggest pursuing this as an insurance claim.

Gary replied;
1. Great, thanks for the help.

*** 05/17/2017 13:40:11 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

***06/30/2017 09:07:26 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

*** Qthers - Others created on 06/30/2017 09:07:29 (GMT-08:00) Pacific Time (US & Canada) and created by
Ryan Ristow ***
Tread review complete.

*** 06/30/2017 09:08:00 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Case closed pending dealer contact.
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Kia Motors America
Consumer Affairs Department
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Last name First name VINof 2018 OPTIMA Case Number Mileage
- o Uil B Soss
Prod. Date: 04/03/2018 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

***01/11/2019 10:37:28 (GMT-08:00) Pacific Time (US & Canada) ***
Contact = ||} B Pricrity = Escalated, Sub Status = Working

*** Letter - Letter Received created on 01/11/2019 10:37:56 (GMT-08:00) Pacific Time (US & Canada) and created
by Stephanie Mondragon ***

NCA rec'd packet from Progressive. Letter states:

1. Please accept this letter as formal notice of our subrogation rights in regard to the above-captioned claim.

2. Demand is hereby made upon you for payment of Progressive Select Insurance Company damages and those o
our insured.

4. Enclosed please find all supporting documentation.

6. Thank you for your anticipated cooperation

Attaching and dispatching to National CA.

***01/11/2019 10:38:53 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Stephanie Mondragon
Reason:

*** 01/14/2019 10:51:58 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

***01/14/2019 10:59:25 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn 24/24 of Samuel Kim by Jeff Stroup
Reason:

***01/14/2019 11:58:32 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 24/24 and Sub Status of Assigned

*** Email - External Email Sent created on 01/22/2019 10:38:11 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***
Sent email to Subrogation Representative Levella Parker at Progressive Insurance
progressive.com)
I Levella,

It looks like William Skinner from Donan inspected this vehicle. Could we get a copy of the Cause & Origin Report
along with a copy of the Police/Fire Report.

***01/22/2019 10:39:17 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIin 1/14 (Monday) and Sub Status of Assigned

*** Email - External Email Received created on 01/23/2019 11:58:04 (GMT-08:00) Pacific Time (US & Canada) anc
created by Samuel Kim ***
Received email from Subrogation Representative Levella Parker at Progressive Insurance
progressive.com)

I Sam,
| did not locate the fire report or expert report in the docs. The local adjuster spoke with our expert and the cause &
origin were undetermined, so they may not have completed a report. | did request the fire report and will send it to
you once | get it.

Thanks,

Levella Parker
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FIRE SCENE INVESTIGATIONS, INC.

- J J |
Orland Park, IL N

Telephone [
Facsimilc |

Email: rayburn@rayburnfsi.com

REPORT OF INVESTIGATION

DATE: November 30, 2018
INSURED: I

TYPE OF 2016 Kia Optima

VEHICLE: VIN: 5XXGU4L3XGlNNEEE

DATE OF LOSS: May 7, 2018
CASE NUMBER: 2018-164
INSURANCE CO: State Farm Ins.
CLAIM NUMBER: S

INVESTIGATION ASSIGNMENT:

FSI was contacted by Jackie Robertson of State Farm Insurance to conduct an

investigation regarding the origin and cause of a fire incident that occurred on May 7,
2018 involving a 2016 Kia Optima. On June 18, 2018, I traveled to Copart Auto Storage
in Chicago Heights, IL to conduct my scene examination. Upon arrival to the facility, I

was provided access to the secured facility to examine the vehicle lo{ N

BACKGROUND:
Vehicle Description: 2016 Kia Optima XL, IL License plate || | |

Weather Conditions: Unknown
Fire Protection/Detections: Unknown

Fire Progression to Other Structures/Exposures: None

EXTERIOR EXAMINATION:

Examination of the exterior of the vehicle revealed a four-door blue 2016 Kia Optima.
Further examination of the exterior revealed a noticeable fire and heat pattern to the
center section of the engine compartment, with a radial heat pattern to the top hood.

Inspection of the front fender showed minor heat stressing. However, the fire was




Case Number: 2018-164

Claim Number: | NN
Insured Name: |

determined to have occurred to the center of the engine compartment. The damage to the
hood was consistent with the fire originating at the center/ rear of the engine block.
Examination of the windshield revealed that it was compromised by heat emanating from
the engine compartment at the bottom section. Heavy soot and melting damage was
noted to the windshield. Scorch marks were noted to the underside rear of the vehicle,
consistent with interior fluids burning after the initial fire incident occurred. There was

no sign of fire origination on the exterior of the vehicle.

PASSENGER SEATING COMPARTMENT EXAMINATION:

Examination of the interior passenger compartment revealed smoke and heat damage

consistent with the compromised front windshield. Examination of the interior fuse panel
revealed that no interior fuses were blown or tripped. Further inspection of the passenger

seating area revealed no sign of fire origination.

ENGINE COMPARTMENT EXAMINATION:

Examination of the engine compartment revealed extensive fire and heat damage that

occurred to the rear section of the engine block where the head gasket was located
Further examination of this area revealed that the most intense burning occurred at the
engine block and extended upward and outward, causing directional fire and heat damage
to the remaining sections of the engine compartment. Inspection of the radiator revealed
that it was intact. Examination of additional electrical wiring and hoses revealed no
indication of any electrical activity or failure of any of the wiring. Examination of the
battery revealed that it was intact and sustained only external and directional damage.
After a thorough review of the entire engine compartment, the fire appeared to be
localized originating where the crank case was located within the engine block of the
vehicle. Inspection of the underside of the engine compartment showed burnt residue of

oil, consistent with the fact that the engine was leaking oil at the time of the fire.




Case Number: 2018-164

Claim Number: | NN
Insured Name: |

INTERVIEWS:

An interview was conducted with ||| | I v ho related in summary that he
had been driving the vehicle on ||| I NS in Chicago, IL at approximately

7:30 AM to go to work. He had been driving the vehicle for about 10 minutes when the
overheat engine light came on, as well as the brake light. He then observed smoke
coming from the engine. After seeing the smoke, he noticed that he also lost use of the
power brakes. At that time, he then engaged the emergency brake | N NN
related that he pulled over the side of the road and observed that the smoke became more
prominent and there were flames under the hood. He indicated that this all happened
very quickly. | BB rclated that the vehicle had approximately 70,000 miles on
it. He indicated that there had been a previous recall at around 10,000 miles. He then
took the vehicle into Ed Napleton Kia in Schaumburg, IL to fix the recall for the airbag.

He indicated he had received no additional recall notices prior to the fire. JJjij

FIRE DEPARTMENT FINDINGS:

A request was submitted to obtain a copy of the fire incident report from the Chicago Fire

Department. As of the date of this report, no copy has been provided.

ADDITIONAL INFORMATION:

I later obtained a copy of the CarFax report for the vehicle. Review of this report

revealed that the vehicle has a 2.4 liter, 24 valve gasoline engine. The report shows that
the vehicle had been maintained with oil and filter changes. There were no outstanding
recalls noted for the vehicle. However, it was noted that the vehicle was the same
configuration and design as the 2014 Kia Optima, which had a recall issued for engine
fires regarding the engine seizing and potentially causing a fire. A copy of this report

will be included.
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Sherman Oaks CA-

— INVOICE
_

Date: Apr 23, 2019

Bl To:

Kia Balance Due: $444 .45
Item Quant ty Rate Amount
Tow 1 $444.45 $444.45

Subtotal: $444 .45
Total: $444.45



Kia Motors America, Inc.
Consumer Affairs

PO Box
Irvine, C/ASE

Sent via emeil to: G

February 19, 2019

I
Sherman Oaks, CA I

Re: Message or Request ID: | N 2016 Kia Optima

Last Name: [ VIN: 5XXGVAL25 N
Email: I

Dear I,

Thank you for contacting the Kia Motors America Consumer Assistance Center. Our records indicate that you
contacted us on February 13,2019 requesting assistance in regard to your Kia vehicle referenced above.

In order to evaluate your request, we need specific information regarding your purchase/lease of the vehicle
and its service history. To assist us in this regard, please be so kind as to provide legible copies of the following
documents:

Copies of any and all service records from any Kia dealership

Copies of your maintenance records for the vehicle

Copies of any repair or service records from independent service facilities
Copy of your Sales/Lease contract

Copy of your current vehicle Registration

Completed Kia Consumer Affairs Information Request Form (enclosed)

ok wWwNE

Please submit the documents directly to our Kia Consumer Assistance Center, online by visiting
https://ksupport.kiausa.com/ConsumerAffairs and, select the option to “Add Note or Attachment to Existing
Case.” Alternatively, you may forward your documents via email or fax. Upon receipt of the necessary
information, you will be contacted directly by a Kia Motors America representative to discuss your request.

We at Kia Motors America, Inc. value your input as a consumer and wish to thank you in advance for your
courtesy and cooperation and, for allowing us the opportunity to be of assistance.

Sincerely,

Lael Clark
Kia Consumer Assistance Center
Kia Motors America, Inc.

Phone: [N
Fox: I

Email: -@kiaconsumeraffairs.com

Page 1 of 3
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Kia Consumer Affairs Information Request Form

Customer Information:

Vehicle Owner:

Vehicle Co-Owner (if applicable):

Mailing Address:
Street Address

City, State Zip

Telephone: () - Telephone (Alt.): () -
Fax: () - Email:

Vehicle Information:

Model Year: Model: Current Mileage:

Selling Dealership, City, State:

Servicing Kia Dealership(s):

Dealer 1:

Dealer 2:

Dealer 3:
] 1I/We serviced our Kia vehicle at more than 3 separate dealerships

Vehicle Purchased as [ New [ Used [l Demo ] Leased [ Kia Certified Pre-Owned

Purchase/Lease Date: Mileage at Purchase (if used):

First Repair Attempt Date: First Repair Attempt Mileage:

The Vehicle has been in an accident/has had body damage: [] Yes [ ] No

Date of accident/damage:

Description of Damage:

Page 2 of 3
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Vehicle Concerns (Please list primary concerns first):

(1)

Description of Concern

Servicing
Dealership(s)

Number of
service
visit(s) for
this concern

Date(s) of
service
visit(s)

Mileage at
service
visit(s)

Number
of days
out of
service

(2)

(3)

(4)

(5)

(6)

(7)

(8)

(9)

(10)

(11)

(12)

(13)

(14)

(15)

Page 3 of 3
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Kia Motors America, Inc.
Consumer Affairs

PO Box
Irvine, CA I

Sent via email to [

February 19, 2019

I
Sherman Oaks, CA I

Re: Message or Request ID NN 2016 Kia Optima

Last Name: [ VIN: 5XXGVAL25 N
Email

Dear I

Thank you for contacting the Kia Motors America Consumer Assistance Center. Our records indicate that you
contacted us on February 13,2019 requesting assistance in regard to your Kia vehicle referenced above.

In order to evaluate your request, we need specific information regarding your purchase/lease of the vehicle
and its service history. To assist us in this regard, please be so kind as to provide legible copies of the following
documents:

Copies of any and all service records from any Kia dealership

Copies of your maintenance records for the vehicle

Copies of any repair or service records from independent service facilities
Copy of your Sales/Lease contract

Copy of your current vehicle Registration

Completed Kia Consumer Affairs Information Request Form (enclosed)

ok wWwNE

Please submit the documents directly to our Kia Consumer Assistance Center, online by visiting
https://ksupport.kiausa.com/ConsumerAffairs and, select the option to “Add Note or Attachment to Existing
Case.” Alternatively, you may forward your documents via email or fax. Upon receipt of the necessary
information, you will be contacted directly by a Kia Motors America representative to discuss your request.

We at Kia Motors America, Inc. value your input as a consumer and wish to thank you in advance for your
courtesy and cooperation and, for allowing us the opportunity to be of assistance.

Sincerely,

Lael Clark
Kia Consumer Assistance Center
Kia Motors America, Inc.

Phone: N

Fax: |
EmaiI_kiaconsumeraffairs.com

Page 1 of 3
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Kia Consumer Affairs Information Request Form

Customer Information:

Vehicle Owner:

Vehicle Co-Owner (if applicable):

Mailing Address:
Street Address

City, State Zip

Telephone: () - Telephone (Alt.): () -
Fax: () - Email:

Vehicle Information:

Model Year: Model: Current Mileage:

Selling Dealership, City, State:

Servicing Kia Dealership(s):

Dealer 1:

Dealer 2:

Dealer 3:
] 1I/We serviced our Kia vehicle at more than 3 separate dealerships

Vehicle Purchased as [ New [ Used [l Demo ] Leased [ Kia Certified Pre-Owned

Purchase/Lease Date: Mileage at Purchase (if used):

First Repair Attempt Date: First Repair Attempt Mileage:

The Vehicle has been in an accident/has had body damage: [] Yes [ ] No

Date of accident/damage:

Description of Damage:

Page 2 of 3
9



Vehicle Concerns (Please list primary concerns first):

(1)

Description of Concern

Servicing
Dealership(s)

Number of
service
visit(s) for
this concern

Date(s) of
service
visit(s)

Mileage at
service
visit(s)

Number
of days
out of
service

(2)

(3)

(4)

(5)

(6)

(7)

(8)

(9)

(10)

(11)

(12)

(13)

(14)

(15)

Page 3 of 3
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Authorization To Release Loan/Lease Information

| hereby authorize my lienholder (lender), to release to Kia Motors America, Inc.,
or its representative, any requested information regarding my vehicle loan/lease
including, but not limited to, the loan/lease payoff, interest information and the
payment history.

Customer’s Name:

Customer’s Name:

Lender’s Name:

Lender’s Phone #:

Account #:

Last 4 of SSN:

Date: Customer’s Signature:

Date: Customer’s Signature:

Return to: Victoria H

Fax #: I



Haisley, Victoria [KMA]

From:
Sent:
To:

Cc:
Subject:

Follow Up Flag:
Flag Status:

ATLSOC [HCA]

Thursday, May 30, 2019 6:16 AM

Haisley, Victoria [KMA]

Russell, Monique [HCA]

RE: Payment History and Payoff Quote - Jahruba Wilson - VIN: 5XXGVAL2S N -
2016 Optima SX

Follow up
Flagged

The payoff amount being quoted assumes that all payments posted to the account are made with good funds, are valid,
and are not applied to the account in error. Account balances may not include amounts owed for expenses incurred but
not yet billed to the account. All amounts due and owing must be paid in full before the title is released. Any automatic
payments that may have been set up must be cancelled by the customer. A completed odometer statement must be
turned in before the title is released.

Lease | 16 Kia Optima 4dr Sdn Sx| Turbo SELECTED Lease: N
lessee NN I
Invoice# Payment Check Transaction
Credit Due Nmer -------------------
Memo Date — Date Time Eff. Date Opr. Bank Type Amount Reason
: m .

B 5/18/19 B 5/18/19 8:16p 5/18/19 EOP 142 *PAYMENT USE TAX 36.51

5/18/19 5/18/19 8:16pm 5/18/19 EOP 142 *PAYMENT NORMAL 384.29
I [ p

4/18/19 4/17/19 7:06pm 4/17/19 EOP 142 *PAYMENT USE TAX 36.51
I [ p

4/18/19 4/17/19 7:06pm 4/17/19 EOP 142 *PAYMENT NORMAL 384.29
I [ p

3/18/19 3/18/19 7:12pm 3/18/19 EOP 142 *PAYMENT USE TAX 36.51
I [ p

3/18/19 3/18/19 7:12pm 3/18/19 EOP 142 *PAYMENT NORMAL 384.29
I [ p

2/18/19 2/18/19 6:58pm 2/18/19 EOP 142 *PAYMENT USE TAX 36.51
I [ p

2/18/19 2/18/19 6:58pm 2/18/19 EOP 142 *PAYMENT NORMAL 384.29
I [ p

1/18/19 1/19/19 7:01pm 1/19/19 EOP 142 *PAYMENT USE TAX 36.51
I [ p
B 1/18/19 B 1/19/19 7:01pm 1/19/19 EOP 142 *PAYMENT NORMAL 384.29
I 12/18/18 B 12/19/18 7:05pm 12/19/18 EOP 142 *PAYMENT USE TAX 36.51
I 12/18/18 B 12/19/18 7:05pm 12/19/18 EOP 142 *PAYMENT NORMAL 384.29
I 11/18/18 Bl 11/22/18 6:54pm 11/22/18 EOP 142 *PAYMENT USE TAX 36.51
I 11/18/18 B11/22/18 6:54pm 11/22/18 EOP 142 *PAYMENT NORMAL 384.29
B 10/18/18 I 10/19/18 7:19pm 10/19/18 EOP 142 *PAYMENT USE TAX 36.51

1



10/18/18
9/18/18
9/18/18
8/18/18
8/18/18
7/18/18
7/18/18
6/18/18
6/18/18
5/18/18
5/18/18
4/18/18
4/18/18
3/18/18
3/18/18
2/18/18
2/18/18
1/18/18
1/18/18

12/18/17

12/18/17

11/18/17

11/18/17

10/18/17

10/18/17
9/18/17
9/18/17
8/18/17
8/18/17
7/18/17
7/18/17
6/18/17
6/18/17
5/18/17
5/18/17
4/18/17
4/18/17
3/18/17
3/18/17
2/18/17
2/18/17
1/18/17
1/18/17

12/18/16

12/18/16

11/18/16

11/18/16

10/18/16

10/18/16
10/18/16

10/19/18
9/18/18
9/18/18
8/22/18
8/22/18
7/20/18
7/20/18
6/21/18
6/21/18
5/18/18
5/18/18
4/23/18
4/23/18
3/18/18
3/18/18
2/20/18
2/20/18
1/13/18
1/13/18

12/16/17

12/16/17

11/16/17

11/16/17

10/19/17

10/19/17
9/16/17
9/16/17
8/22/17
8/22/17
7/11/17
7/11/17
6/18/17
6/18/17
5/21/17
5/21/17
4/20/17
4/20/17
3/18/17
3/18/17
2/17/17
2/17/17
1/17/17
1/17/17

12/16/16

12/16/16

11/21/16

11/21/16

10/25/16

10/25/16
10/25/16

7:19pm
7:07pm
7:07pm
7:05pm
7:05pm
7:23pm
7:23pm
7:04pm
7:04pm
7:14pm
7:14pm
6:54pm
6:53pm
6:46pm
6:46pm
6:55pm
6:55pm
6:45pm
6:45pm
6:58pm
6:58pm
8:11pm
8:11pm
7:01pm
7:01pm
7:07pm
7:07pm
10:14pm
10:14pm
7:11pm
7:11pm
6:55pm
6:55pm
7:00pm
7:00pm
7:27pm
7:27pm
7:04pm
7:04pm
7:11pm
7:11pm
6:54pm
6:54pm
7:06pm
7:06pm
6:53pm
6:53pm

5:48am

5:48am
5:48am

10/19/18
9/18/18
9/18/18
8/22/18
8/22/18
7/20/18
7/20/18
6/21/18
6/21/18
5/18/18
5/18/18
4/23/18
4/23/18
3/18/18
3/18/18
2/20/18
2/20/18
1/13/18
1/13/18

12/16/17

12/16/17

11/16/17

11/16/17

10/19/17

10/19/17
9/16/17
9/16/17
8/22/17
8/22/17
7/11/17
7/11/17
6/18/17
6/18/17
5/21/17
5/21/17
4/20/17
4/20/17
3/18/17
3/18/17
2/17/17
2/17/17
1/17/17
1/17/17

12/16/16

12/16/16

11/21/16

11/21/16

10/18/16

10/18/16
10/18/16

2

EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP
EOP

142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
133
133
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
142
125

HRM 125

HRM 125

HRM 125

*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
*PAYMENT USE TAX
*PAYMENT NORMAL
NON-CUSTOMER
FUNDING

PAYMENT USE TAX
PAYMENT NORMAL

384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
36.51
384.29
35.55
384.29
35.55
384.29
35.55
384.29
33.63
384.29
33.63
384.29
33.63
384.29
33.63
384.29
33.63
384.29
33.63
384.29
34.59
384.29
34.59
384.29
34.59
384.29

595.00

34.59
384.29



Summary of Money Received

Category Amount
Lease Payment 12,297.28
Property Tax 0.00
Sales/Use Tax 1,140.48
Late Charges 0.00
Misc. Charges 595.00
Capital Reduction 0.00
Federal Highway Use Tax 0.00

' Hyundai Capital I

Tanisha Adams
Servicing Support | Analyst |

I o0t Go N
T BN C N ©hcs.com

From: Haisley, Victoria [KMA]

Sent: Wednesday, May 29, 2019 9:43 AM

To: ATLSOC [HCA]

Subject: Payment History and Payoff Quote - | - VIN: SXXGVAL28GEN - 2016 Optima SX

Hello,
Can you please provide an updated payment history and payoff quote for the account referenced above?

Thank you,

SE'”".”EE ViEZtOI‘ia Haisley Co-nsumer Affairs Analyst
ramise to Car Kia Motors America, Inc.

I vinc, CA N
T I W ous2.com
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Sub-Model Comparison

Su-Madel Dascription Contiguration (riginal MSRP

2018 Kia Oplima EX 4 Door Sedan 2.4L 4 Cyi Gas FWD $25,700.00

Vehicle Valuation Methodology Explanation

WorkCenter Total Loss was designed and built in conjunction with J.D. Powers, experts in data analysis and vehicle pricing and a highly
trusted name among consumers. With years of experience in vehicle pricing, J.D Power is a credible, third-party expert whose namse
provides consumer recognition and confidence. WCTL provides a consistent methodology across all vehicles and it includes valid
comparable vehicles that most closely resemble the totaled vehicie and are similar to the vehicles a consumer would find in their own
research.

WorkCenter Total Loss produces accurate and easy-to-understand vehicle valuations via this five step process:
Step 1 - Locate Comparable Vehicles

Locate vehicles that are the closest match to the loss vehicle in the same market area. WorkCenter Tolal Loss utilizes consumer-based
vehicle sources along with inventory directly from Dealerships. When available WCTL also provides sold vehicle records from sources
such as J.0. Powers.

Step 2 - Adjust Comparabls Vehicles

Make adjustments to the prices of the comparable vehicles. The cornparable vehicles are identical to the logs vehicle except where
adjustments are itemized. There are several types of comparable vehicle adjustments

» Projected Sold Adjustment - an adjustment to reflect consumer purchasing behavior (negotiating a different price than the
Jisted price).

« Mileage Adjustment - an adjustment for differences in mileage between the comparable vehicle and the loss vehicle.

« Equipment- adjustments for differences in equipment between the comparable vehicle (e.g. equipment packages and
options) and the loss vehicle.

Step 3 - Calculate Base Vehicle Value
The base vehicle value is caiculated by averaging the adjusted prices of the comparable vehicles.
Step 4 - Calculate Loss Vehicle Adjustments
There are four types of loss vehicle adjustments:
+ Condition Adjustment:
Adjustments to account for the condition of the loss vehicle prior to the loss.
« Prior Damage Adjustment:
Adjustments o account for any prior damage present on the loss vehicle prior to the loss.
+ After Market Part Adjustment:
Adjustments to accoLint for any after market parts 'presenl on the loss vehicle prior to the loss.
+ Refurbishment Adjustment:
Adjustments fo account for any refurbishment performed on the loss vehicle prior to the loss.
Step 5 - Calculate the Market Vatue

The Market Value is calculated by applying the loss vehicle adjusiments to the base value.

{1 Mitchell WorkCenter-
Totat foss Clalm - | ® 2018 Mitchell international, lnc. All Rights Reserved. | Page ¥
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E— P ACMAN DEC 26 18 - 9:59

OPID CLAIM PAYMENT INQUIRY TERMID: 200N
INSD: po1: [ NG
DOL : OCT 6a-GAL FT-GRe- CIM: | »ctive Rrer: ¢ Gapson
PAY TO THE ORDER OF: TOTAL DRAFT AMOUNT: e W]

LINE 1: KIA MOTORS: FINANCE
LINE 2@ '
LINE 3:

CITY: DALLAS ST/PR* T¥ ZIE‘/CPC:- CNTRY* USA

IN PAYMENT OF: Progressive Invoice Number:_

? N  FEDERAL TAX ID: 1ast vepT ReP [N
CDS CODE * EFT TRACE #: ISSUING REP: C GADSON
sank copE*[l|  1ssue pare : wov 27 18 approvep By:
STATE  * GA AREA * REVIEW DATE: 00 00
STOP RSN * DRAFT # REVIEWED BY:

COMMAND :


















