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A-1) Who owns the vehicle?

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

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

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

N/A

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

N/A

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

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

10/10/2018 12:45:00

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

Just the vehicle, the house caught fire as well.

B-2) What time was 911 called?

5:50 AM

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

Mist Rain

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

Pulled into driveway, normally park in garage. Parked vehicle. Saw smoke from the hood of the car, I had been in my
house. I went outside and saw my vehicle up in smoke and flames.

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?

None

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

No
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B-9) What is the closest address or cross streets, city, and state to where the incident happened?

I C:0AR RAPIDS, 1A

C-1) Which fire agency responded?

Cedar Rapids Fire Department

C-2) What is the fire report number?

N/A

D-1) Where is the vehicle now?

State Farm Insurance took to junk yard

D-2) Have any repairs been completed?

No

D-3) Was the insurance company contacted?

State Farm

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

No

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

N/A
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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?

none

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

n/a

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

06/22/2017 12:00:00

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

Just my vehicle, burned up.
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B-2) What time was 911 called?

unk

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

clear and dry

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

I was driving north on the NJ Turnpike when I started to hear a clicking sound. I was going 60 - 65 mph. I pulled onto
the shoulder and continued to drive at about 5 mph to get to the next service center. I was between exits 11 and 12.
While I was driving somebody passing by honked their horn and signaled to roll my window down. I did and they said
my car was on fire. I thought at first they were kidding, the car was still driving ok. I stoped, got out, and was about
20" in front of the car when there were a couple of pops and the whole car went up in flames. The NJ State Troopers
and a fire department responded (Fords F.D., I think).

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

On. I'd been driving about 20 minutes.

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

unknown. between exiti and.

C-1) Which fire agency responded?

Fords, I think.

C-2) What is the fire report number?

Case number_ from NJ State Police
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D-1) Where is the vehicle now?

don't know

D-2) Have any repairs been completed?

no

D-3) Was the insurance company contacted?

Yes, Progressive Insurance. Claim No. |||

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

no

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

I honestly don't know. I don't know why I called you. Another car (?) Something to drive(?) I don't know why I called
you.
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Accident Report
Case NN

Report Details

1. Who owns the vehicle?

<Provide Owner Name, Address, and Phone>

2. Who was driving the vehicle?

I <rovide Driver's Name, Address, and Phone>

3. What is the age of the driver?

[l <Driver's Age>

4. How many other passengers were in the vehicle?

0 <Number of passengers in the vehicle>

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

n/a <Provide passenger(s) location in the vehicle, name & age.>

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

na Yes <If children involved & secured in child seats, what type of child seat (rear facing, forward facing, booster),
attachment method used to secure the child seat to the vehicle (vehicle's seatbelt or latch system).>

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

No

8. What was the date and time of the accident?

3/29/17 around 4:30pm <DATE> and <TIME>
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10.

11.

12.

13.

14.

15.

16.

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

n/a <ROAD & WEATHER CONDITIONS>

Did the airbag(s) deploy?

No

Was airbag light on prior to accident?

No

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 at the time of the incident.

Vehivle was sitting in the driveway and noticed the smoke coming from the car ran out aod the back of the car was on
fire <INCLUDE street names, location, all vehicles involved, what part of the vehicles were damaged>

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

n/a <Provide address or cross streets, city, state>
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17.

18.

19.

20.

21.

22,

23.

24.

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

16 Sorento: smoke damage and back of vehicle is burnt <Document vehicle information - make, model, model year>

Were the police contacted?

No

Which police agency was contacted?

Progrssive <Name of local police, sheriff, or state/highway patrol agency.>

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

n/a <Officer Name, Department, Badge>

What is the police report number?

n/a <POLICE REPORT NUMBER>

What is the Kia license plate & state?

No response selected.

Was the vehicle driven or towed from the scene?

Towed

Where is the vehicle now?

Galaxy Towing

_ <VEHICLE LOCATION>
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25. Have any repairs been completed?

No

26. Was the insurance company contacted?

Yes, <Name, Address, and Phone of Insurance Company, Policy #, and Claim #>

27. Have you settled with the insurance company?

No

28. What action are you requesting of Kia?

requesting that KIA fix the damages to my vehicle or to get out of the lease <RESOLUTION SOUGHT>

29. 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

Accident Report
Case I

Report Details
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PE19-004
KIA

DEFECT D
CA FILES
SORENTO

2016 SORENTO CA
REPORTS ALLEGED DEFECT
D EXPANDED SCOPE



Kia Motors America
Consumer Affairs Department

Page 1 of 5
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I . sxvpopAs G [ 40000
, , Prod. Date: 05/12/2015 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

*** 06/22/2017 05:25:06 (GMT-07:00) Arizona ***
Contact = || |} ] Friority = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 06/22/2017 05:25:24 (GMT-07:00) Arizona and created by Karen Johnson

*kk

Customer:
1 - While | was driving on the NJ Turnpike this morning, my car caught fire

Writer:

1 - apologized

2 - are you all right? [yes, shaken up, but not hurt] thank heavens

3 - took fire script

4 - please attach pictures and report through kia.com/contact us

5 - provided case number

6 - this happened so recently, if you think of something else, just call back and we will add it to the case
7 - I will forward it to appropriate dept. and they will be contacting you

Customer:
1 - all right
2 - thank you

*** Phone - Call - Outbound created on 06/22/2017 05:40:31 (GMT-07:00) Arizona and created by Karen Johnson

*kk

Called customer and left VM:

1 - apologized, there were were a couple of questions | did not ask
2 - Please cb so that | can complete the form

3 - provided phone number

*** Qthers - Others created on 06/22/2017 05:42:06 (GMT-07:00) Arizona and created by Karen Johnson ***
Writer dispatching to NCA
1 - customer alleges vehicle caught fire while driving on the NJ Turnpike

*** 06/22/2017 05:43:00 (GMT-07:00) Arizona ***
Dispatched from WIPBIin = 1 - Default to Queue National CA by Karen Johnson
Reason:

*** 06/22/2017 07:54:36 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 06/22/2017 08:01:34 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn Default of Gustavo Villela by Jeff Stroup
Reason:

*** Phone - Call - Inbound created on 06/22/2017 10:49:16 (GMT-08:00) Pacific Time (US & Canada) and created

by Gustavo Villela ***

Wtr spoke wit

1. Asked for description

2. Stated he was driving and someone told him his car was on fire
3. Dom asked why the insurance isn't talking to him

4. Wtr advised since he reached out

5.Cust advised insurance will reach out

6. Cust hung up






Kia Motors America
Consumer Affairs Department

Page 3 of 5
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I . sxvpopAs G [ 40000
, , Prod. Date: 05/12/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Phone - Call - Inbound commitment fulfilled on 06/26/2017 13:52:59 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/26/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 06/26/2017 13:53:01 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Witr called iaa:

1. Gave vehicles info

2. Asked for insurance contact

3. 1AA gave Beth Fulton || N

4 call ended

*** Phone - Call - Inbound created on 06/26/2017 14:02:23 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir LVM for Beth Fulton _ Insurance

*** Phone - Call - Inbound commitment created on 06/26/2017 14:02:44 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/05/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 07/05/2017 09:25:36 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/05/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 07/05/2017 09:25:38 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir LVM for Beth Fulton with insurance

*** Phone - Call - Inbound commitment created on 07/05/2017 09:26:03 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/12/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 07/12/2017 13:41:51 (GMT-07:00) Arizona and created by Ali Ibrahim ***
Customer Called Back and States:

1. Calling back on case update

2. | was supposed to get a call back from another office

Writer States:
1. Apologized; advised case is open @NCA office
2. CSR Gustavo Villela has the case and will follow up after case review

*** Phone - Call - Inbound commitment fulfilled on 07/18/2017 11:32:26 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/12/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 07/21/2017 13:18:45 (GMT-07:00) Arizona and created by Angel Soto ***
Cust called and states:

1. I havent heard a thing from Kia regarding my veh on fire

2. itis like no big deal with Kia, my veh caught on fire and no big deal

Writer states:

1. Apologized

2. It appears your case has been sent to NCA, Gus has your case opened
3. Will email Gus for you and let him know you are wanting a cb

Cust states;
1. The veh caught fire and no one in Kia has called back



Kia Motors America
Consumer Affairs Department

Page 4 of 5
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I . sxvpopAs G [ 40000
, , Prod. Date: 05/12/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

2. | am totally disgusted with Kia at this time
3. Say something, a call, an email, anything, but nothing

Writer states:
1. Apologized
2. have already sent an email to Gus and he will get this info in his email as well

*** Phone - Call - Inbound created on 07/27/2017 13:12:59 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir reviewed case with engineer on 7/18/17

*** Phone - Call - Inbound created on 07/27/2017 13:13:32 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

wir LvM for ||

*** Phone - Call - Inbound commitment created on 07/27/2017 13:13:49 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 08/03/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 07/31/2017 12:01:56 (GMT-07:00) Arizona and created by Matthew Lang **’

I - =
. Provides case number.

2. | have not received a callback from CSR GVillela.
3. I am needing to get a hold of someone.
4. Can | have GVillela's number?

Writer States:

1. Apologized.

2. Advised customer that CSR GVillela is handling their case.
3. Advised that CSR called customer and LVM on 07/27/2017.
4. It will be a brief hold while writer gets CSR's number for you.

Customer States:
1. Thank you.

Writer places customer on hold.
Customer disconnects.

*** Phone - Call - Inbound created on 08/01/2017 13:35:48 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with

1. Apologized for wait

2.Advised that insurance subro was discussed prior

3. reminded cust of subro process

4. Cust understood but asked if kia would provide new vehicle

5. Advised at this time, no

6. Cust hung up

call ended

*** Phone - Call - Inbound commitment fulfilled on 08/01/2017 13:39:21 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 08/03/2017 closed by Gustavo Villela ***



Kia Motors America
Consumer Affairs Department

Page 5 of 5
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I ] 5XYPGDA3 GG 12387239 40.000
, , Prod. Date: 05/12/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

***08/01/2017 13:39:28 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Pending further insurance contact



Kia Motors America
Consumer Affairs Department

Page 1 of 2
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I . sxvpaDAsG [ 33500
, , Prod. Date: 04/24/2015 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

*** 10/16/2018 16:53:59 ***
Contact = |||} . Friority = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 10/16/2018 16:54:01 and created by Roberto Salazar ***
Customer States:

1. My vehicle caught fire.

2. It had burned down.

3. Requesting assistance with the next step.

Writer States:

1. Apologized.

2. Will Setup fire script.

3. Then dispatch case to NCA.

Customer States:
1. Thank you.

Writer States:

1. Kia is proud of its strong safety record and the integrity of our products and all Kia vehicles sold in the United

States meet or exceed all federal government vehicle safety standards.
2. A vehicle fire may be due to any number of complex factors which must be carefully evaluated by trained

technicians to determine its cause and claims involving damage to a Kia vehicle, including fires, are reviewed on a

case-by-case basis.

3. If a fire is determined to be the result of a Kia quality issue, KMA will work with the customer to reach a
satisfactory resolution to the matter.

4. When the result of any fire is due to a vehicle design issue, KMA promptly notifies NHTSA and conducts a
voluntary recall.

*** Note - Others created on 10/16/2018 17:04:18 and created by Roberto Salazar ***
Forward to NCA

1 Customer alleges the vehicle caught fire.

2 Vehicle is currently down at a junk yard

3 Customer has setup Insurance claim

4 Please review and follow up accordingly

***10/16/2018 17:06:02 ***
Dispatched from WIPBIin = Tank to Queue National CA by Roberto Salazar
Reason:

*** 10/17/2018 07:36:25 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 10/17/2018 07:57:13 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn default of Alex Villalpando by Jeff Stroup
Reason:

*** Phone - Call - Outbound created on 10/17/2018 10:21:08 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

*** Phone - Call - Inbound commitment created on 10/17/2018 10:21:30 (GMT-08:00) Pacific Time (US & Canada)



Kia Motors America
Consumer Affairs Department

Page 2 of 2
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I . sxvpaDAsG [ 33500
, , Prod. Date: 04/24/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

with Commitment Date 10/19/2018 and created by Alex Villalpando ***

*** Phone - Call - Outbound created on 10/19/2018 09:42:35 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

*** Phone - Call - Inbound commitment updated on 10/19/2018 09:42:48 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 10/24/2018 and updated by Alex Villalpando ***

*** Phone - Call - Outbound created on 10/24/2018 10:15:31 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

*** Phone - Call - Inbound commitment updated on 10/24/2018 10:15:40 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 10/31/2018 and updated by Alex Villalpando ***

*** Phone - Call - Outbound created on 10/31/2018 09:46:34 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Wrt attempted contact with cust. Left message for CB

*** Phone - Call - Inbound commitment fulfilled on 10/31/2018 09:54:52 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 10/31/2018 closed by Alex Villalpando ***

*** Note - Others created on 01/10/2019 16:34:52 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***
Tread completed

***01/10/2019 16:35:08 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : No Cust Contact
[Resolution Summary]

Letter sent. Pending further contact.



Kia Motors America
Consumer Affairs Department

Page 1 of 3
Last name First name VIN of 2016 SORENTO Case Number  Mileage
I e 5XYPGDA32GGR 12962049 46.488
, , Prod. Date: 08/14/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

Case History

*** 12/04/2018 09:29:33 (GMT-08:00) Pacific Time (US & Canada) ***
Contact = |||} . Fricrity = Escalated, Sub Status = Working

*** Letter - Letter Received created on 12/04/2018 09:39:01 (GMT-08:00) Pacific Time (US & Canada) and created
by Stephanie Mondragon ***

NCA rec'd letter from the Hartford Central Recovery Office:

1. As a result of the above captioned incident, a claim has been made by our insured.

2. Our investigation determined that you may be responsible for these damages.

3. This letter should be forwarded to your insurance carrier immediately.

Attaching and dispatching to National CA.

***12/04/2018 09:41:31 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Stephanie Mondragon
Reason:

*** 12/05/2018 08:15:59 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

*** 12/05/2018 08:27:08 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn 24/24 of Samuel Kim by Jeff Stroup
Reason:

*** 12/05/2018 10:17:16 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Assigned

*** 12/11/2018 14:58:29 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 12/5 (Wednesday) and Sub Status of Assigned

*** 12/12/2018 10:49:51 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBIn 12/7 (Friday) and Sub Status of Assigned

*** Phone - Call - Outbound created on 12/12/2018 11:02:24 (GMT-08:00) Pacific Time (US & Canada) and
created by Samuel Kim ***

Called The Hartford Insurance and spoke with Subrogation Handler Erin Parkinson ||| | | | | << EGEGNR
Writer states:

1. Calling in regards to your claim number ||| [ N

Insurance states:

1. It looks like our insured's vehicle had caught fire and there was damage to not only the vehicle but the contents
within the vehicle

2. We we're pursuing subrogation against Kia Motors for the contents for the vehicle

Writer states:
1. Kia Motors performed a joint inspection w/ The Hartford's expert on 10/15
2. We believe this is an undetermined fire at this time

Insurance states:
1. Il try to follow up it on our end with the automobile side
2. If you don't hear from me, you can assume we went ahead and closed out our file

Writer states:
1. Gave call back number, email address and case number






Kia Motors America
Consumer Affairs Department

Page 3 of 3
Last name First name VIN of 2016 SORENTO Case Number  Mileage
= ] sxvpaDAG o5
, , Prod. Date: 08/14/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Other

*** Note - Others created on 05/07/2019 11:21:28 (GMT-08:00) Pacific Time (US & Canada) and created by
Samuel Kim ***

1. NCA did not receive formal subrogation demand from insurance

2. Customer was advised of Kia's position in writing

*** 05/07/2019 11:22:53 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Samuel Kim with Resolution Code : Information Given
[Resolution Summary]



Kia Motors America
Consumer Affairs Department

Page 1 of 30
Last name First name VIN of 2016 SORENTO Case Number  Mileage
] . scypraarG [ 35000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer:- Martin Swanty 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 History

*** Phone - Others created on 07/19/2016 11:51:34 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Sara Coder

. About a month ago the A/C would start to blow hot air

. Already in El Paso and told them what it was doing

. Left it there for a week with them and they CND it

. So i go pick it up and it starts doing it right away

. Went back into the dealership it is 106 outside

. Told them i needed a car, so they gave me a loaner

. Three weeks later i call them and they still can't duplicate it

. Finally they duplicated it and adjusted it

. Drove home it worked fine, the next morning it is blowing hot air

10. The dealership had the vehicle for 4 weeks

11. Took it back to the dealership this time, so i go back the next day

12. They told me they couldn't get it to next week

13. Why couldn't they see me for that time?

14. So i drove to Kingman and it makes it A/C is working

15. Went to Lake Havasu and it stops working

16. This morning it blew for a bit, called the local dealership and she said they couldn't get me into monday
17. 1 have to get my RV to Tucson

18. I've got to drive to Tucson tomorrow in the heat and i have a car that is blowing A/C
19. Jim Click has always been awesome

20. But it has been 4 weeks and they can't fix it

21. Look it up online and see issues with the compressor pulley system

22. My Optima did the same thing and they are telling me that couldn't be it
23. Both of my Kia vehicles have had A/C issues in the first year!

OCOoONOOOTRAWN

Writer states

1. Apologized

2. Would be glad to follow up with the dealership in El Paso
3. Understand your frustrations

Customer states

1. More upset that it was down for that long and when i take it back to them they can't see it
2. | am currently in Kingman and will be leaving tomorrow to go to Tucson

3. From there i will be there on Friday and then i need to go back to El Paso

4. If possible id like to see if Jim Click can see the vehicle Friday and possibly get me into a rental to drive back and

forth
5. After Friday my RV will be in Tucson and it work be an issue

Writer states

1. Ok

2. Provided case number

3. Will see what can be done an file complaint with EI Paso dealership
4. Then will follow up with you

Customer states
1. Thank you



Kia Motors America
Consumer Affairs Department

Page 2 of 30
Last name First name VIN of 2016 SORENTO Case Number  Mileage
] . scypraarG [ 35000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer:- Martin Swanty KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvi3: Air Conditioning
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Air Conditioner Operation

*** Phone - Call - Outbound created on 07/19/2016 02:56:34 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Sara Coder
states
. I called Kingman Kia and they can't see me until Friday
2. Can i just drop off my vehicle with them and pick up a rental and go do what i need to do

Writer states

1. Apologized if the dealership has loaners they might be able to assist

2. For Kia to cover alternate transportation would need to have the vehicle diagnosed first
3. Once we know what repairs are needed then we review for alternate transportation

Customer states
1. So its not covered

Writer states
1. Rentals are reviewed on a case by case basis but not covered under warranty per the WCIM
2. Can call Kingman Kia and see what they can do

Writer called Kia in Kingman az Martin Swanty Kia and spoke to Bill in service
1. Explained customers situation
2. Customer seeking alternate transportation

Biill states

1. we would have to do a diagnosis on the vehicle first
2. Don't have loaners would be a rental

3. Can see the vehicle Friday

Writer states
1. Thank you

Writer went back tq
1. Advised that they would need to dingoes it first before offering alternate transportation
2. Earliest they can see it is Friday

Customer states
1. Ok i Have to drive and it is 115 outside
2. What if i rent one on my own?

Writer states
1. Can review for reimbursement for the time the vehicle is down with a diagnosis

Customer states
1. Ok I'll fix this myself

*** Notes - Dealer Contact created on 07/26/2016 05:10:39 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Sara Coder
Writer called TX142 and selected service 2x and phone was dead air
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*** Notes - Dealer Contact created on 07/26/2016 05:10:43 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Sara Coder

Writer called and selected operator and went to vm

1. Wanted to see If vehicle has been in

2. Requested call back

3. Left last 8 of vin, customer name, case number and call back number

*** Notes - Dealer Contact created on 07/26/2016 05:13:27 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Sara Coder
Writer called [Jj and service was closed for the day

*** CASE DISPATCHED ON 07/29/2016 10:24:56 AM (GMT-08:00) Pacific Time (US & Canada)
from WIP 4 Thursday to Queue Callcenter.

*** CASE ACCEPTED ON 08/01/2016 08:49:52 AM (GMT-08:00) Pacific Time (US & Canada)
from Queue Callcenter to WIP 2. South.

*** CASE ASSIGNED ON 08/01/2016 11:15:51 AM (GMT-08:00) Pacific Time (US & Canada)

I to CBeason, WIP Default

*** Phone - Call - Inbound created on 08/01/2016 03:22:12 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Chris Beason

Writer contacted- Viva Kia _

Writer states
1. Has veh came in for service on AC

Service advisor states
1. No history of the veh
2. Veh has never came in for service

Writer states

1. Ok
2. Thank you

*** Phone - Call - Inbound created on 08/03/2016 08:51:41 AM (GMT-08:00) Pacific Time (US & Canada) and
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Cust states

. I took the veh into Jim Click Kia

. They have been able to correct concerns with the AC

. I am no longer having concerns with the AC

. They diag the veh and they are replacing the compressor
. I am currently in a loaner veh

. I am not happy with the service dept in El Paso

. The service dept in tucson, was the best

NO O WN-=-

Writer states
1. Im glad that this has been corrected
2. | will contact the service dept to see about E ordering the part

Cust states

1. I will not be back in tucson till after the 23rd
2. No reason to escalate

3. I am ok with waiting for my veh

Writer states

1. OK

2. | will document and close this case

3. Please call me back if there are any further concerns
4. Thank you

Cust states
1. Thank you

['<For Internal Use Only
Cust is in loaner veh, no further concerns, veh will be repaired by 8/23, cust req to close case>!]

*** CASE CLOSED ON 08/04/2016 10:33:06 AM (GMT-08:00) Pacific Time (US & Canada)
Status = Closed, Resolution Code = CA-Repaired at DlIr.

*** CASE REOPENED ON 09/01/2016 10:41:20 AM (GMT-08:00) Pacific Time (US & Canada)
with Condition of Open and Status of Working.

*** Notes - Dealer Contact created on 09/01/2016 10:41:32 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Notes from duplicate case*
Kia Dealer Service Satisfaction Survey
Survey Date: 2016-07-14 11:04:48

Name of the Dealer: - Casa Kia
Name of dealer Service Consultant: MARTHA MORALES

*** CUSTOMER SURVEY RESPONSE REGARDING SERVICE QUALITY***
8.Was all of the work completed right the first time?
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Response: No
8-1.1f NOT completed right the first time,what was the reason?

Broke again after being fixed: Yes

8-2.If NOT completed right the first time,what was the nature of the problem?

Interior: Yes

*** 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 .

*** PHONE LOG 08/31/2016 07:38 PM Eastern Daylight Time NAllen Action Type:Outgoing call

Called customer atm
1. customer states Had to go back 3 times over AC blowing hot air

2. | ended up filing a comlaint and taking it to a different location
3. no the transmission is out and that is a whole other issue
4. But the AC is good

*** CASE CLOSE 08/31/2016 07:41 PM Eastern Daylight Time NAllen

*** Phone - Call - Inbound created on 09/01/2016 10:42:58 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Customer states:

. I had the car at the dealership in NM

2. The compressor was on backorder and when | got my car back the transmission is missing
3. I took my car back and they said that it needs a transmission now

4. The dealership said that they could only put me in a small car

5. I am expected to drive in a puddle jumper

6. If you come in a truck or an SUV you should be put in the same type of car

7

8

9

1

—_

. The dealership said that | would need to call you

. The dealership has already had my car for 5 weeks

. The dealership said that | would have to take a Kia Forte

0. I can not fit my dogs and their crate in this vehicle that they have me in

Writer states:

1. Apologized

2. Advised that would need to contact the dealership for the repair information
3. Advised would contact customer back after speaking to dealership
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*** Notes - Dealer Contact created on 09/02/2016 11:11:24 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez
Writer sent e-mail to DPSM Tom Steinwinter

*** Notes - Dealer Contact created on 09/02/2016 01:34:45 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Forwarding to region for further handling and review

1. Vehicle has been down 10 days for transmission

2. Vehicle was previously down for over 10 days for AC compressor

3. New vehicle

4. Please follow up

*** CASE DISPATCHED ON 09/02/2016 01:35:51 PM (GMT-08:00) Pacific Time (US & Canada)
from WIP Dispatching to Region to Queue Western Region 2.

*** CASE ACCEPTED ON 09/06/2016 12:22:31 PM (GMT-08:00) Pacific Time (US & Canada)
from Queue Western Region 2 to WIP 1. Mon.

*** CASE ASSIGNED ON 09/06/2016 12:23:41 PM (GMT-08:00) Pacific Time (US & Canada)

I to BHardt-SO, WIP default

*** Phone - Call - Inbound created on 09/07/2016 01:41:37 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's A/C and trans. concerns; apologized.

2. Will be f/u with dIr further to assist with repair.

3. Will address further concerns along the way.

Cust states:

1. Put new trans. in.

2. Thinks it needs a new compressor, blowing hot.
3. Is taking to Kingman Kia today.

Wrt states:

1. Apologized.

2. Will review history and f/u further.
Cust thanked.

Wrt thanked.
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*** Notes - Internal created on 09/08/2016 08:40:35 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Ariston Crane
ECA reviewed

*** Notes - Dealer Contact created on 09/08/2016 10:44:45 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called |JJjjjJj requested c/b

*** Notes - Dealer Contact created on 09/08/2016 10:46:26 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [ sroke to Levi (Svc Adv)

Wit Sts:

1. Calling to obtain RO's
2. Gave cust info

3. Gave fax #

Levi Sts:
1. All of them?

Wrt Sts:
1. Yes please
2. Thanked

*** Notes - Dealer Contact created on 09/08/2016 10:49:21 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [Jj confirmed veh does not have history in svc

*** Notes - Dealer Contact created on 09/08/2016 10:56:51 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called |Jjjjij vm for Martha requesting c/b

*** Notes - Dealer Contact created on 09/12/2016 10:58:20 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
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WECC called [Jjjjij spoke to Jim (Svc Adv)

Wrt Sts:
1. Calling to obtain RO's
2. Gave cust info

Jim Sts:
1. The RO sts no work performed

Wrt Sts:
1. Is there a concern stated on the RO?

Jim Sts:
1. No

Wrt Sts:
1. Thanked

*** Notes - Dealer Contact created on 09/12/2016 11:03:53 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC callecjjjjjjjij spoke to Xavier (Svc Adv)

Wrt Sts:

1. Calling to obtain RO's
2. Provided fax #

3. Provided cust info

4. Thanked

Xavier Sts:
1. Will get on that

*** Notes - Dealer Contact created on 09/12/2016 11:09:05 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called |Jjjjj 'vm for Chris requesting c/b to obtain RO's

*** Phone - Call - Inbound created on 09/12/2016 11:47:01 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's A/C concern.

Cust states:
1. Hasn't taken over there yet.
2. Most of the time it's blowing cold, but it does happen intermittently.
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3. If | turn it off veh, it'll go back to normal.
4. Want to see how concern fares, if it comes back consistently.

Wrt states:
1. What dIr will you be setting an appt with?

Cust states:
1. Jim Click Kia.
2. Towards end of month.

Wrt states:
1. Will f/u within that timeframe.

Cust thanked for call.

Wrt thanked.

*** Notes - Dealer Contact created on 09/22/2016 03:58:04 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's appt.

2. Want to verify if it'd been set.

Cus states:

1. Not yet, going to Tucson next Weds.
2. Concern happened again yesterday.
3. Will take it to Jim Click.

4. Thanked.

Wrt thanked.

*** Notes - Dealer Contact created on 09/28/2016 10:39:35 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [JjjjjJj spoke to Svc

Wrt Sts:

1. Calling about cust

2. Gave cust info

3. Cust said he would bring vehicle into svc
4. Has he made appointment?

Svc Sts:
1. I do not see any appointment made

Wrt Sts:
1. Thanked
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*** Phone - Call - Inbound created on 09/30/2016 10:01:25 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's veh.

Cust states:

1. Veh is broken down.

2. May need whole new engine.

3. At dIr in Kingman.

4. Already had trans. and compressor replaced.
5. In loaner.

Wit states:
1. Apologized.
2. ECR will continue to be involved.

Cust thanked.

Wrt thanked.

*** Notes - Dealer Contact created on 09/30/2016 12:16:08 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [JjjjjJjj requested c/b from Chris (Svc Adv)

*** Notes - Dealer Contact created on 10/04/2016 02:46:09 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [JjjjjjJjj spoke to Svc Adv

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Svc Sts:

1. Ordered an injector, an intake gasket, and a washer
2. The washer and intake gasket are in

3. The injector has an ETA of November

4. Should we put it on UPER?

Wrt Sts:
1. Please put it on UPER
2. Can | please have the part and order number
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5. Then vehicle completely quits smells like gas

6. Kingman dealer says the plugs are bad and | have to pay for them

7. Coming back from Las Vegas engine cuts out and customer almost got hit.
8. Kingman dealer states Turbo is now out

9. I do not want to pay the 270.00 for the plugs

Writer states
1. Apologized

Customer states
1. Thank you

*** Notes - Dealer Contact created on 10/24/2016 09:36:37 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC callecdjjjjjjjjjJj sroke to Matt (Svc Adv)

Wrt Sts:
1. Calling to get an update on veh
2. Gave cust info

Mat Sts:
1. We are just waiting on the long block

Wrt Sts:
1. Cust stated that they needed new spark plugs, and it is cust pay?

Mat Sts:
1. Yes

Wrt Sts:

1. Will review covering the cost for spark plugs considering the history of the vehicle
2. Will keep you informed

3. Thanked

*** Notes - Internal created on 10/24/2016 10:12:12 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Robin Liston
ECA reviewed.

*** Notes - Dealer Contact created on 10/25/2016 09:25:08 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
EECC called ] sroke to Matt (Svc Adv)

Wrt Sts:
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1. Calling to discuss customer

2. Gave cust info

3. Has engine arrived yet?

4. It was scheduled to arrive today

Matt Sts:
1. I have not seen it yet

Wrt Sts:

1. Reviewed vehicle history

2. Will cover spark plugs for customer
3. | see you quoted the customer $250
4. Can we get that at warranty rates?

Matt Sts:
1. That should not be a problem

Wrt Sts:
1. Do you have the cost handy at the moment?

Matt Sts:
1. Not right now

Wrt Sts:
1. Can | have the RO #?

Matt Sts:

. -

Wrt Sts:
1. I will follow up 10/27 to check on engine status, and get pricing for spark plugs
2. Thanked

*** Notes - Dealer Contact created on 10/27/2016 10:04:07 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called |JJjjjJjj spoke to Jim (Svc Manager)

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Jim Sts:
1. Part is not here yet

Wrt Sts:

1. Agreed to replace spark plugs
2. Provided K case to Matt

3. Would like warranty rates
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Jim Sts:

1. No labor, warranty rates are $21 each, total of $84

Wrt Sts:

1. Please transfer me to parts

2. Thanked

TRANSFERRED TO PARTS

Wrt Sts:
1. Getting update on part
2. Gave cust info

Mark Sts:
1. Part is here

Wrt Sts:

1. Please let Matt and Jim know
2. | do not think they are aware
3. Thanked

*** Phone - Call - Inbound created on 10/27/2016 10:07:48 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's veh and concerns.

2. Advised spark plugs will be covered.

3. Awaiting update from dlr.

Cust states;
1. DIr said catalytic converter may be going out.
2. Has that been told to you?

Wrt states:
1. Not yet, but will receive any new updates upon f/u.

Cust thanked.

Wrt thanke.d

*** Notes - Internal created on 10/27/2016 10:10:18 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield

See below on my details for the repair.

Dealer Goodwill CA Authorization

PWA#(KcaseH
Dealer Name: Martin Swanty Kia

Dealer Code: -
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Date of Approval: 10/25/16

Dealer Contact: Jim, Service Manager/ Matt, Service Advisor

Est. Repair Cost: $84.00

Description of approved repair: Replacing spark plugs, no labor cost

(Include all approved components, labor, sublet, etc.)

ANY FURTHER CHARGES THAN THOSE LISTED ABOVE ARE SUBJECT TO MY APPROVAL ONLY.

*** Notes - Dealer Contact created on 10/31/2016 09:23:13 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [ vm for Jim (Svc Manager)

*** Notes - Dealer Contact created on 10/31/2016 10:02:58 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC received c/b from Jim (Svc Manager)

Jim Sts:
1. Returning call
2. Gave cust info

Wrt Sts:
1. Spoke to Mark who informed me part was there
2. Following up on repairs

Jim Sts:
1. When we started the repaired we saw that the Cadillac converter was melted
2. Ordered that, should be here today

Wrt Sts:
1. ETA on repairs?

Jim Sts:
1. If part comes in today, hopefully 11/1

Wrt Sts:
1. Will follow up 11/1
2. Thanked

*** Notes - Dealer Contact created on 11/01/2016 02:13:50 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [JjjjJj was advised to c/b to speak to Jim (Svc Manger)
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Order Qty# :00001

Techline Case (if applicable)_

Rental / Loaner Provided? If so, since when?:y
Dealer contacted DPSM (if needed): y

Vehicle repaired?:n

Customer has possession?: n

Dealer Code/Selling Dealer (Y or N): [y
Original Owner (Y or N): y

What is current Customer Request (if needed): N/A
If HEV vehicle, is dealer HEV certified (if needed): N/A

****End of duplicate case notes from |||l

*** Notes - Dealer Contact created on 11/10/2016 10:56:59 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called ] spoke to Jim (Svc Manager)

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Jim Sts:
1. ETA for part is 11/17

Wrt Sts:
1. Will follow up after then
2. Thanked

*** Phone - Call - Inbound created on 11/11/2016 09:33:12 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's veh.

2. Updated on part ETA.

3. Will f/u.

Cust states:
1. Ok.
2. Still making payments.

Wrt states:
1. Will review comp. once repaired.

Cust thanked.

Wrt thanked.
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*** Notes - Dealer Contact created on 11/17/2016 10:07:55 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
EECC called |Jjjij spoke to Jim (Svc Manager)

Wrt Sts:
1. Calling to see if part arrived
2. Gave cust info

Jim Sts:
1. Not yet
2. We should know by 3:30

Wit Sts:
1. Thanked

*** Notes - Dealer Contact created on 11/18/2016 11:41:33 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC callecijjjjjjj|j vm for Jim (Svc Manager) requesting c/b

*** Notes - Dealer Contact created on 11/21/2016 11:52:08 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
EECC called |JJij spoke to Jim (Svc Manager)

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Jim Sts:
1. She picked it up Saturday

Wit Sts:

1. Please send all RO's
2. Provided e-mail

3. Thanked

*** Phone - Call - Inbound created on 11/21/2016 03:19:48 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Gail Bolek

Customer states: m
1. I'just got the vehicle bac
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2. Do you see my case notes ( yes )

3. The dealer has had the car for 4 months

4. Im broke down now on the side of the road because theres black smoke from the vehicle

5. I want a rental car

6. The dealer told me that they couldn’t get me a rental

7. They don’'t know whats wrong with it

8. Im sitting on the side of the road now

9. | want a rental with out having them be able to diagnose this

10. | know this isn’t your fault

11. But a Kia rep has been calling me every week

12. | want someone to call this dealer and tell them to give me a rental with out them diagnosing the car
13. | cant drive it.

Writer states:

1. Apologized

2. Writer cant make a determination on a rental

3. Writer sees BHardt is working on this case

4. Advised writer can see if BHardt is available if not it will go to the VM

Customer states:
1. Ok thank you

WRITER TRANSFERRED TO BHARDT VM

*** Phone - Call - Inbound created on 11/22/2016 07:20:04 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Apologized for continued concerns with veh.

2. Where you able to obtain rental?

Cust states:

1. Yes, dIr provided yesterday.

2. 1s at

3. Knew it wasn't right when | picked it up.
4. Had no power and turbo was like a siren.
5. How does this get declared a lemon?

Wrt states:

1. Referred to WCIM.

2. Request is noted in case.

3. KMA will continue to fix veh under warranty terms.
4. Will review compensation once veh is repaired.

Cust thanked
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Wrt thanked.

*** Notes - Dealer Contact created on 11/22/2016 09:41:55 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [ spoke to Levi (Svc Adv)

Wrt Sts:

1. Calling to collect all cust copy RO's
2. Provide cust info

3. Provided fax #

4. Thanked

*** Notes - Dealer Contact created on 11/22/2016 09:47:49 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [ spoke to Chris (Svc Adv)

Wrt Sts:

1. Calling about cust

2. Gave cust info

3. Saw vehicle came back into service

Chris Sts:
1. Yes

Wrt Sts:
1. Have you been able to diagnose the vehicle?

Chris Sts:
1. We are looking at one other, then this one
2. Should have an answer by tonight

Wrt Sts:

1. Will follow up tomorrow

2. Will you please send all previous cust copy RO's
3. Would like to view vehicle history

4. Provided fax #

5. Thanked

*** Notes - Internal created on 11/22/2016 10:06:16 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield
WECC attached RO's to the subcase
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Kingman , AZ, Prod. Date: 11/14/2014 Dealer:- Martin Swanty KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvi3: Air Conditioning
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Air Conditioner Operation

*** Notes - Dealer Contact created on 11/28/2016 09:17:05 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called ] spoke to Mike (Svc Adv)

Wrt Sts:
1. Is Chris available?

Mike Sts:
1. He is out sick
2. Will be back tomorrow

Wrt Sts:
1. Thanked

*** Notes - Dealer Contact created on 11/28/2016 09:25:37 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called [JjjjJj sroke to Levi (Svc Adv)

Wrt Sts:

1. Following up on RO's
2. Provided cust info

3. Provided fax #

4. Thanked

*** Notes - Internal created on 11/29/2016 07:05:48 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield
EECC attached RO's from [ to subcase

*** Phone - Call - Inbound created on 11/29/2016 10:12:44 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's veh.

2. Advised ECR remains involved.

3. Will review monetary GW for repeat concerns once veh is repaired.

Cust states:

1. Thank you, frustrating since | haven't had veh.
2. DIr said they're waiting on engine.

3. Thanked.

Wrt thanked.
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*** Notes - Dealer Contact created on 11/29/2016 03:22:46 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called i 'vm for Chris (Svc Adv) to get update on veh

*** Notes - Internal created on 11/30/2016 09:29:42 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Krysta Penfield
EECC confirmed that Part #: [Jjj 2GTA1 Order #: i} is on UPER requesting ETA from MPA.

*** Notes - Internal created on 12/07/2016 09:45:18 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Krysta Penfield
WECC confirmed that the ETA for Part #: |JJJjJj 2GTA1 Order #: |JJjij in 12/19

*** Phone - Call - Inbound created on 12/07/2016 09:59:34 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, line rang then disconnected after four rings.

Will c/b 12/12.

*** Phone - Call - Inbound created on 12/14/2016 06:41:21 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, LVM:

1. Calling in f/u to cust's part; ETA 12/19.

2. Will f/u; provided contact info.

*** Notes - Internal created on 12/16/2016 10:20:43 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Krysta Penfield
EECC confirmed that the ETA for Part #: ] 2GTA1 Order #: | s 12/19

*** Notes - Dealer Contact created on 12/20/2016 11:44:53 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
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Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Air Conditioner Operation

WECC called ] spoke to Jim (Svc Manager)

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Jim Sts:
1. No converter yet
2. Checked online and it was released yesterday, ETA moved to the.

Wrt Sts:
1. Will try to get update on part
2. Thanked

*** Notes - Dealer Contact created on 12/22/2016 01:23:13 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
EECC called ] sroke to Matt (Svc Adv)

Wrt Sts:
1. Calling to get update on veh
2. Gave cust info

Matt Sts:
1. Picked up today

Wrt Sts:

1. Please send most recent RO
2. Provided fax #

3. Thanked

*** Phone - Call - Inbound created on 12/27/2016 08:41:33 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's recent dIr visit.

2. Want to ensure concerns were resovled?

Cust states:
1. They replaced everything under the hood.
2. Everything is working great so far!

Wrt states:

1. happy to hear!

2. Due to concerns,want to provide compensation.
3. How much are your car payments?

Cust states:
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1. $630 a month, approx.

Wrt states:
1. Can reimburse for 2 car payments as one time GW.

Cust states:
1. That's it?!
2. Veh was down for a month in Tucson and 3 weeks in Kingman

Wrt states:
1. Yes.

Cust states:
1. Ok, I'll accept that.

Wrt states:

1. Request car payment statement.

2. Will send pair of docs for sig.

3. Once signed, scanned and received, will send check in 4-6 weeks.

Cust thanked.

Wrt thanked.

*** Phone - Call - Inbound created on 01/10/2017 09:38:07 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Haven't received payment statement.

2. Did you receive my last email?

Cust states:
1. Been away from docs.
2. Can send contract once back in Kingman, in Tucson now.

Wrt states:
1. Contract would do just fine.
2. Require doc. that shows VIN and payment statement, for verification.

Cust states:

1. Compressor went out last week.

2. Luckily they had one out on the lot.
3. No further issues with veh.

Wrt states:
1. Will reach out to- to obtain most recent RO and contract.

Cust thanked for call.
Wrt thanked.
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Kingman , AZ, Prod. Date: 11/14/2014 Dealer:- Martin Swanty KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvi3: Air Conditioning
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*** Notes - Dealer Contact created on 01/13/2017 09:15:18 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
EECC calledjjjjjjJij spoke to Scott (Sales)

Wrt Sts:
1. Calling to collect sales contract
2. Gave cust info

Scott Sts:

1. We do not have sales contracts from two years ago in store
2. | can e-mail storage and ask them to send it over

3. What is your e-mail address?

Wrt Sts:
1. Provided e-mail address
2. Thanked

*** Notes - Internal created on 01/13/2017 10:31:46 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield
EECC attached sales contract to subcase

*** Phone - Others created on 01/17/2017 07:27:41 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Bruce Hardt
GW/release letters sent to cust.

*** Notes - Internal created on 01/18/2017 03:01:03 PM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield
EECC submitted W] for review/ processing

*** Phone - Call - Outbound created on 02/21/2017 06:40:20 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt
VM received from cust 2/20 at 1158 AM requesting GW status.

*** Phone - Call - Inbound created on 02/21/2017 07:58:15 AM (GMT-08:00) Pacific Time (US & Canada) and
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craeted by Bruce Hardt

Wrt called cust, stated:

1. Calling in f/u to cust's GW check.
2. Is being processed still.

3. Will likely receive in a few weeks.

Cust states:
1. Thanked.

Wrt thanked.

*** Notes - NCA Corresponding Sent created on 03/10/2017 03:45:05 PM (GMT-08:00) Pacific Time (US &
Canada) and craeted by Krysta Penfield
EECC mailed check ||l to cust via UsPs

*** Phone - Call - Outbound created on 03/14/2017 10:51:04 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Bruce Hardt

Wrt called cust, stated:

1. Advised check sent; will receive in 1-2 weeks.

Cust thanked.
Wrt thanked

*** CASE CLOSED ON 03/14/2017 10:52:07 AM (GMT-08:00) Pacific Time (US & Canada)
Status = Closed, Resolution Code =--Goodwill Issued.
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Plattsburgh ~ NY, - Prod. Date: 04/06/2015 Dealer:- Della 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 03/30/2017 11:55 AM Eastern Daylight Time KStatzer Action Type:Dealer contact
PL cust alleges:vehicle caught fire

Forward to National

1.PL cust alleges:vehicle caught fire

2.Vehicle is currently down at a towyard yard

3.Cust is requesting to repair the damages or get him out of the lease

4.Please contact customer with resolution

*** PHONE LOG 03/30/2017 11:55 AM Eastern Daylight Time KStatzer
Cust states:

1.vehicle had caught fire

2. burt the back right corner of the passensger side

Wir states:
1. Apologized
2. | will send this over to National

Cust states:
1. thank you

*** PHONE LOG 03/31/2017 08:50 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM for John Coryea

*** PHONE LOG 03/31/2017 02:09 PM Eastern Daylight Time Tlcenhour Action Type:lncoming call

Cust states
1 Someone was suppose to call cust within 72 hours.
2 Cust needs veh, mine caught fire.

Wrt states

1 Apologized

2 Advised that NCA attempted to contact cust earlier
3 Did cust receive VM

Cust states
1 No

Wrt states
1 Attempted to reach NCA

2 Left VM for GVillela to call cust back at ||| Gz

Cust states
1 Thank you

Wrt states
1 Thank you
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Plattsburgh ~ NY, - Prod. Date: 04/06/2015 Dealer:- Della KIA

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

*** PHONE LOG 04/03/2017 05:55 AM US Mountain Daylight Time RMontano Action Type:Outgoing call
Cust states

1. I am calling because my veh was caught on fire

2. | have been without a veh since wednesday

Wrt states
1. I apologize for your inconvenience
2. Please hold so | can try to contact your case manager

Wrt contacts NCA Left VM for GVillela to call cust back at_

Customer disconnected

*** PHONE LOG 04/03/2017 07:02 AM US Mountain Daylight Time NKoob Action Type:Outgoing call
Cust alleges

1. Wednesday night, my car caught on fire.

. The dealer we had it towed to refused the veh.

. I was expecting KCAC to coordiante the whole process with the dir as well.

. Why should | be responsible to call the dir?

. So | guess my car is sitting on the back of a truck in a tow yard somewhere, | don't know.

. I'm very frustrated

. Iwant a car, I'm amazed | haven't been provided with one yet.

NO O WN

Writ states
1. Apologized.
2. | see this case has been escalated to our National department

Cust alleges

1. Yeah, Gustavo.

2. He doesn't like to answer his phone.

3. I need some more information.

4. Do you know why he hasn't called me back?

Writ states

1. No ma'am, | don't.

2. We are on a different time zone out here. It may be he hasn't come in to work yet.
3. It's not even 8 AM out here.

Cust alleges
1. So he'll be in at 8.

Writ states

1. I don't know that, | don't know his schedule.

2. 1 do know he'll receive ample notification that we've spoken.
3. He will be able to get back in touch with you.

Cust alleges

1. Today.

2. | want him to call me on my cell phone.
3.

4. Thank you.
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Plattsburgh ~ NY, - Prod. Date: 04/06/2015 Dealer:- Della KIA

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

*** PHONE LOG 04/03/2017 01:13 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke with :

1. Asked for description

2. stated wife drove home, parked, and they noticed fire about 10 mins later

3. Wir asked for pictures and report

4. | have a picture and report

5. Wtr asked if insurance was involved

6. stated "insurance shouldnt be involved when its your fault"

7. Wtr gave email

call ended

*** PHONE LOG 04/04/2017 08:07 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wir received picture from
attached

*** PHONE LOG 04/04/2017 08:17 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wir received call from :

1.” asked for location of vehicle
2. e advised kia took vehicle to nearst dealership but the dIr did not take the car
3

stated she would also like a rental
4., Witr advised will call rsa and dIr for more info

call ended

*** PHONE LOG 04/04/2017 03:11 PM Eastern Daylight Time TTye Action Type:Outgoing call
cust called in
1. I need to sw case manager

wrt states

1. APologized

2. Advised will see if available

3. Called number for case mgr

4. Transferred to leave vm as not available

*** PHONE LOG 04/04/2017 01:31 PM US Mountain Daylight Time RMontano Action Type:Outgoing call
Cust states

1. I need to speak with case manager

. He has not called me back

. my husband took the picture and sent it to him

. Nobody called back

. My veh was not accepted at the dealership

. My veh is with the towing company

. It was suppose to be taken at the dealership to be diagnosed

. Dealership rejected my veh

ONO O WN
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Wrt states

1. I contacted my manager

2. He mentions that National did contact you yesterday
3. National will be working on your case

4. What | can do is doc and ask him to call you back

Cust states
1. Ok Thank you

*** PHONE LOG 04/04/2017 02:11 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Witr LVM for

*** PHONE LOG 04/05/2017 11:21 AM Eastern Daylight Time KSmith Action Type:Incoming call
cust states:

2. Calling to get an update on this case.

3. | want to speak to someone higher than my case manager.
wrt states:

1. Apologized.

2. Advised customer to leave a voicemail stating they want to speak to
someone higher.

3. Advised customer that | will update the case notes.

cust states:

1. Ok, thank you.

*** PHONE LOG 04/07/2017 11:50 AM Pacific Daylight Time GVillela Action Type:Outgoing call
wir spoke with | 4/6/17:

1. Advised on inspection

2. Will call to have vehicle towed to Della Kia

3. Offered rental assistance

4. Cust accepted

call ended

*** PHONE LOG 04/07/2017 11:51 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Vehicle towed to della kia on 4/7/17

*** NOTES 04/07/2017 11:57 AM Pacific Daylight Time GVillela Action Type:Dealer contact
Wtr spoke with Jeff, service manager:

1. Jeff confirmed vehicle is in lot

2. Also verified customer in rental

3. Wtr thanked
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call ended

*** NOTES 04/12/2017 08:26 AM Pacific Daylight Time GVillela Action Type:Dealer contact

['<For Internal Use Only
Coordinating inspection time with engineers>!]

*** NOTES 04/21/2017 02:04 PM Pacific Daylight Time GVillela Action Type:Dealer contact

['<For Internal Use Only
Reviewed case with management, pending inspection time>!]

*** PHONE LOG 04/28/2017 01:20 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr LVM for Jeff, Service department

*** PHONE LOG 05/01/2017 10:17 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke with Jeff, service manager:

1. Asked for estimate of repairs

2. Jeff stated that it would take a couple of days to call a body shop, but it will be done

3. Wtr gave phone number and email

call ended

*** PHONE LOG 05/05/2017 12:07 PM Pacific Daylight Time GVillela Action Type:Outgoing call

Witr spoke with —
1. She advised rental company states rental needs to be returned

2. Wir advised would call service manager to clear up rental until investigation is over

3. _ thanked, call ended

*** PHONE LOG 05/05/2017 12:23 PM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke with Jeff, service manager:
1. Advised he would call herts to extend contract

call ended

***NOTES 05/05/2017 12:23 PM Pacific Daylight Time GVillela Action Type:Dealer contact

Wir received email from Jeff, service manager:

1. "Hi Gus,

As promised, | called Hertz Rental car. They said ok to the extension but are anxious to know the exact return date

and want to hear from me on Monday with an update. Let me know when you do. Thanks,"

*** PHONE LOG 05/09/2017 10:22 AM Pacific Daylight Time GVillela Action Type:Outgoing call

wir LvM for ||
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*** PHONE LOG 05/10/2017 07:23 AM Pacific Daylight Time GVillela Action Type:Outgoing call
Wtr spoke witrm on 5/9/17

1. Advised would need sales contract

2. Wir gave email and fax

3. Phyliss stated she would email
4. Wtr thanked

call ended

*** Phone - Call - Inbound created on 05/15/2017 16:41:12 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir sent 2 option letter to cust.

see attachment

*** Phone - Call - Inbound commitment created on 05/15/2017 16:42:38 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/22/2017 and created by Gustavo Villela ***

*** (05/15/2017 16:44:04 (GMT-08:00) Pacific Time (US & Canada) ***
Offer.pdf added by Gustavo Villela on 05/15/2017 16:44:04

*** Phone - Call - Inbound created on 05/17/2017 09:20:57 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with |||

F stated:
. ' have a question about option 2

2. So youre just giving me $16,000
3. What about my lease?

Wir stated:
1. Well maam, the offer is the value of the vehicle
2. | can review with my supervisor

!. | nee! to .speak with him

2. What is his information

Wir gave contact info to |||l

Call ended

*** 05/19/2017 15:11:34 (GMT-08:00) Pacific Time (US & Canada) ***
B Lcttc ndf added by Gustavo Villela on 05/19/2017 15:11:34

*** Phone - Call - Inbound created on 05/19/2017 15:30:44 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir spoke with

1. advised her payout for veh is $4,412.52

2. Wir advised he would revise letter and review with supervisor



Kia Motors America

Consumer Affairs Department
Page 7 of 21

Last name First name VINof 2016 SORENTO Case Number Mileage

o . sxvpepas iGN [ 2
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Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion
call ended

*** Phone - Call - Inbound created on 05/19/2017 15:35:04 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir reviewed with supervisor

*** Phone - Call - Inbound created on 05/19/2017 15:35:22 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Witr spoke with H:
1. Advised that the payoff seems low for a lease

2. it may be lease end price

!. !o " t!e payoff is $24,000, | would have to pay 80007

Witr stated :
1. Yes, to pay off

!. | !onlt uncierstand this

2. You will be expecting a call from someone who can understand this.
call ended

*** Phone - Call - Outbound created on 05/19/2017 16:02:37 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with [l anc statea:

1. calling in reference to vehicle

2. understand you were speaking with CSR and asked to speak with me

3. how may | assist you

P
. how can you assist me?

2. don't you know about my case?

Witr stated:

1. apologized

2. | understand we inspected the vehicle at the end of April and could not find a manufacturing concern

3. l also understand we feel sorry for your situation and wanted to offer you two options

4. | understand you wanted to speak with me as you might have some questions in reference to the offers

H stated:

. I'don't like option 2

2. | still have payments left on the lease and after the lease is up, | would owe 21,000 to buy it

3. with this option, you would get the vehicle and after all is said and done | would owe 8,000 still

wtr stated:

1. again apologized

2. 1 don't know if you are in contact with your insurance company, but if they inspect the vehicle and feel its a
manufacturing concern they would subrogate to kia

_ stated:
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1. its not my fault this happened, this is a manufacturing concern

wtr stated:
1. again | do apologize
2. from our inspection, | was advised they could not find a manufacturing concern

F stated:
. 'have asked CSR for that in writing

2. 1 will not be signing either offer as it doesn't do anything for me

wtr stated:

1. that's not a problem as you do not have to sign the offer

2. again, we could not find a manufacturing concern and would be referring you to your insurance company
3. in reference to the letter, | will make sure CSR sends that out to you

*** Phone - Call - Inbound created on 05/22/2017 13:29:23 (GMT-08:00) Pacific Time (US & Canada) and created
by Jeff Stroup ***

Wir spoke with dIr and confirmed if customer does not accept any offer, unfortunately KMA will no longer be paying
for rental fees

*** Phone - Call - Inbound created on 05/22/2017 13:32:34 (GMT-08:00) Pacific Time (US & Canada) and created
by Jeff Stroup ***
H left voicemail for wtr
. I'gave all the information to my attorney
2. call me back to tell me who my attorney contacts

*** Phone - Call - Outbound created on 05/22/2017 13:33:20 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with Steve at Hertz—

1. Steve advised there is no branch manager

2. wir advised would only be paying rental thru today

3. Steve advised will put in notes in system
4. Steve advised vehicle is due back tomorrow as well so they will be contact customer

*** Phone - Call - Outbound created on 05/22/2017 13:34:24 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr left voicemail forq
1. you can pass along my or CSR's contact info to your attorney

2. also wanted to remind you of the offer letter being due today
3. again, if you do not wish to work with KMA then we would not be paying further on the rental
4. please call back with any questions

*** Phone - Call - Outbound created on 05/22/2017 13:35:47 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wir spoke it
1. received voicemall from your wife and left her a message

2. also wanted to reach out to you

3. if you do get representation then you can pass along my contact info
4. in reference to the offer letter and rental, those would be due today
5. we would also not be paying further for the rental
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E stated:

. but the car burnt down and you want us to pay $8,000
2. that just isn't right

3. you aren't taking care of your customers

wtr stated:

1. apologized

2. again from my understanding is that we inspected the vehicle and could not find manufacturing concern

3. with that and you being our customer we did wish to offer 2 options for you

4. | do apologize if you do not like either of them

5. you can speak with your insurance company and if they feel its a manufacturing concern then they would be
contacting us via subrogation

6. one of the other options is getting into another kia via SOC and there would be a lesser mileage fee

john stated:

1. *™***speaking to someone in background****
2. we will just give this to our attorney

3. thank you

wir stated:
1. thank you

*** Phone - Call - Inbound created on 05/23/2017 12:30:57 (GMT-08:00) Pacific Time (US & Canada) and created
by Jeff Stroup ***

Justin Meyer left voicemail for wtr:

1. | represent the clients

2. can you please call me back at ||| | | Gz

*** Phone - Call - Outbound created on 05/23/2017 12:50:41 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with Justin Meyer and stated:

1. returning your call

2. how may | assist you

Justin stated:

1. yes | represent the customers

2. | have a couple of questions

3. understand the vehicle was inspected and | am looking to get a copy of that report

witr stated:
1. apologized
2. we did have somebody inspect the vehicle and there was no report

Justin stated:
1. so no report?

witr stated:
1. yes that is correct

Justin stated:
1. so how were you notified of the inspection
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wir stated:

1. an engineer inspected the vehicle and when he came back to KMA, it was verbally given

Justin stated:
1. oh, so somebody from KMA inspected?

witr stated:
1. yes, that is correct

Justin stated:
1. then why did you offer the offer letter

wtr stated:

1. as from what | understand we could not find a manufacturing concern with the vehicle

2. with the vehicle being newer and to try to make your clients happy, we wanted to offer them options

3. as we also advised your client, they can also contact their insurance company and if they feel its due to
manufacturing concern they would also be in contact with us via subrogation

Justin stated:
1. since you couldn't find a manufacturing concern, did you find any cause?

Witr stated:
1. I do not believe any cause was found but would have to double check

Justin stated:

1. well the bottom line is both options for them just don't work

2. | can see the KBB value goes up to about 18,000 and you offered 16,000

3. If they do the repurchase, they would still owe 8,000

4. if they opted for the replacement, then they would have to pay 3,000 in Ml feels
5. how did you get that figure?

wtr stated:

1. I don't have the figures in front of my but typically we would take a look at how many miles the vehicle was driver
and the purchase price of the vehicle

2. typically we would also reduce some of the Ml fee

3. again | would need to double check that

Justin stated:

1. well they just want to be done with the vehicle

2. _ was injured from the fire

3. there is properly damage as well from the fire

4. they are just looking to recoup all this

5. I want to see if we can make this happen, if not then we need to proceeed

wtr stated:

1. apologized

2. please forward over the letter of representation as well as any documents or requests for review.
wtr gave email address to Justin.

*** Phone - Call - Inbound commitment fulfilled on 05/25/2017 15:15:14 (GMT-08:00) Pacific Time (US & Canada)
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with Commitment Date 05/22/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 05/25/2017 15:15:16 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/26/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 05/26/2017 07:47:06 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/26/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 05/26/2017 07:47:08 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with Jeff, Service manager from della kia:

1. Advised offers were made to customer

2. Customer did not accept

3. KMA advised would pay rental until 5/23/17

4. If rental not returned by that date, cust would pay remainder.

5. Advised cust was informed to pick up vehicle

6. Jeff understood and advised will move vehicle to back of lot

call ended

*** Phone - Call - Inbound commitment created on 05/26/2017 08:41:16 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/02/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 05/31/2017 14:16:00 (GMT-08:00) Pacific Time (US & Canada) and created
by Jeff Stroup ***

Lagana(?) from insurance called and stated:

1. calling in reference to customer as | hold their claim with the insurance

2. im looking to receive a copy of your report

3. please call me back at ||| and reference claim ||

*** Phone - Call - Outbound created on 05/31/2017 14:17:17 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr left voicemail for Lagana at insurance ||| N

1. returning your call

2. there is no written report

3. please call me back to discuss.

*** Phone - Call - Inbound created on 06/01/2017 14:25:16 (GMT-08:00) Pacific Time (US & Canada) and created
by Jeff Stroup ***

Lagana from insurance left voicemail for wir

1. please call me back at 7Jj ] and reference claim | N

*** Phone - Call - Outbound created on 06/01/2017 14:25:45 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with laguna at insurance and stated:

1. returning your call

Laguna stated:
1. yes, Im looking at the offer letter you sent our insured
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2. her vehicle is a lease and we see that you were offering to replace the vehicle
3. we do not understand the mileage dedection

wtr stated:

1. apologized for concerns

2. the mileage fee would be for the vehicle before the incident happened

3. as we did not receive anything back from the customer, at this time the offer letter would be void

Lagana stated:
1. so what is your next steps?
2. since you offered it, you are admitting guilt

wtr stated:
1. you can have the customer contact us back

2. since you are from the insurance company, if you inspect the vehicle and find any manufacturing concerns you

can subrogate

Lagana stated:
1. they have an attorney and im just trying to settle this between you and their attorney
2. thank you

witr stated:
1. do apologize

2. we have not received an form of representation from the customer so at this point the customer can contact us

3. if they do receive representation, then we can speak with their attorney as well
4. again, if you do inspect and find a manufacturing concern, you can subrogate
5. thank you

*** Phone - Call - Outbound created on 06/05/2017 10:40:56 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with insurance at ||| Jl] and stated:

1. calling in reference to customer

2. | wanted to see if you had performed inspection or if you have dates for inspection

3. | also wanted to find out more information in reference to the accident back in January

insurance stated:

1. no, we haven't inspected vehicle as of yet

2. when | was speaking with the customer, they wanted to see about possibly the offer from kia
3. I don't show anything in reference to the accident but im only looking at the current situation

wtr stated:
1. | can speak with the customers in reference to the offer letter if you wish

insurance stated:
1. will you reach out to them?

wtr stated:
1. not a problem, | can call them now

*** 06/05/2017 11:20:56 (GMT-08:00) Pacific Time (US & Canada) ***
Yanked to WIPBIn Inbox/Need To Call of Jeff Stroup
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*** Phone - Call - Outbound created on 06/19/2017 13:07:29 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with Uttika insurance and stated:

1. returning your call from last week

Insurance stated:
1. yes, wanted to see if you have made any offers to our client

wtr stated:
1. as | advised previously, we did make an offer to your client but they did not accept

Insurance stated:

1. how do you plan on resolving it

2. my appraisers inspection said that its a faulty sensor and a manufacturing defect

3. | was advised that we will be subrogating against you

4. if there is any storage fees we will not be paying those as the vehicle is at a kia dealer

witr stated:

1. apologized

2. KMA did offer to reimburse for a part of the rental but KMA would only be paying that rental up to the date of the
offer letter expiring

3. 1 do not know if there is any storage fees at this time as that would be a question for the dealer

insurance stated:
1. we will talk to the dealer and move the vehicle to copart.

*** 06/28/2017 10:11:23 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Referred to Ins.

[Resolution Summary]

wtr closing case pending further contact from customer or insurnace

***10/17/2017 11:54:43 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

*** Letter - Letter Received created on 10/17/2017 11:54:48 (GMT-08:00) Pacific Time (US & Canada) and created
by Brecon Crosby ***

NCA rec'd letter from Utica Mutual Insurance Company. Letter states:

1. We have completed out investigation of this accident and found that you are legally responsible for the damage.
2. If we do not hear from you with 15 days of this letter, we will take appropriate legal action.

Attaching & dispatching to NCA.

*** 10/17/2017 11:57:53 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason:

***10/18/2017 08:03:28 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBin Inbox/Need To Call by Jeff Stroup

*** 10/18/2017 08:13:55 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIin Default of Gustavo Villela by Jeff Stroup
Reason:
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*** Phone - Call - Inbound created on 10/18/2017 08:57:04 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir called Kourtney Gruenewald:

1. Call rang out, could not leave vm

*** Phone - Call - Inbound created on 10/18/2017 08:58:15 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir called utica insurance, _

*** Phone - Call - Inbound created on 10/18/2017 09:00:32 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Cont. from last note:

1. Advisor advised only claim handler can speak with you

2. Adv. transferred to Kourtney

3. Call was not picked up, no opportunity for voicemail

*** Phone - Call - Inbound commitment fulfilled on 11/01/2017 15:34:49 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 10/19/2017 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 11/01/2017 15:34:50 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Courtney Gruenwald

*** Phone - Call - Inbound commitment created on 11/01/2017 15:35:24 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/06/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 11/01/2017 15:35:24 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/20/2017 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 11/13/2017 14:23:41 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Courtney Gruenwald

*** Phone - Call - Inbound commitment fulfilled on 12/04/2017 10:11:54 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 11/20/2017 closed by Gustavo Villela ***

*** 12/04/2017 10:11:57 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Referred to Ins.

[Resolution Summary]

wtr closing case pending further contact from customer or insurnace

*** 12/15/2017 10:23:14 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

*** Letter - Letter Received created on 12/15/2017 10:51:49 (GMT-08:00) Pacific Time (US & Canada) and created
by Brecon Crosby ***

NCA rec'd letter from Utica National Insurance Group. Letter states:

1. Please accept this letter as Utica National Insurance's demand for reimbursement based on our right to claim a
lien.

2. 1 2s injured when the hatchback door of his 2016 Kia Sorento LX fell on his nose.
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3. F was reaching to items in the vehicle because the vehicle caught fire.
4. Requesting 100% reimbursement.

Attaching & dsipathcing to NCA.

*** 12/15/2017 10:56:00 (GMT-08:00) Pacific Time (US & Canada) ***
Dispatched from WIPBin = Default to Queue National CA by Brecon Crosby
Reason:

*** 12/18/2017 07:59:21 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 12/18/2017 08:05:02 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn Default of Gustavo Villela by Jeff Stroup
Reason:

*** Phone - Call - Inbound commitment created on 12/28/2017 10:22:41 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/02/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 12/28/2017 10:22:41 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/08/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 12/28/2017 10:22:41 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/16/2018 and created by Gustavo Villela ***

*** Letter - Letter Received created on 01/25/2018 12:52:43 (GMT-08:00) Pacific Time (US & Canada) and created
by Brecon Crosby ***

NCA rec'd letter from Utica National Insurance Group, Letter states:

1. We have competed out investigation.

2. You are legally responsible.

Attaching to case.

*** Phone - Call - Inbound created on 01/31/2018 12:26:25 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
WTr LVM for Kourtney Gruenewald, utica insurance

*** Phone - Call - Inbound commitment fulfilled on 01/31/2018 12:26:57 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/16/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 01/31/2018 12:27:02 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/08/2018 and created by Gustavo Villela ***

*** Letter - Letter Received created on 02/07/2018 16:11:05 (GMT-08:00) Pacific Time (US & Canada) and created
by Brecon Crosby ***

NCA rec'd letter from Utica National Insurance Group, Letter states:

1. We have competed out investigation.

2. You are legally responsible.

3. If we do not hear from you within 15 days of this letter we will take appropriate legal action.

Attaching to case.
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*** Phone - Call - Inbound created on 02/09/2018 08:01:47 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir spoke with Courtney G, from utica insurance:

1. Courtney advised utica has evidence of vehicle defect

2. Wtr advised would need to review

3. Courtney advised would email it over

4. Wtr verified email address

call ended

*** Phone - Call - Inbound commitment fulfilled on 02/09/2018 08:03:12 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/08/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 02/09/2018 08:03:38 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/12/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 02/09/2018 08:35:35 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/12/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 02/09/2018 08:36:29 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir received docs from insurance

*** Phone - Call - Inbound commitment created on 02/09/2018 08:36:40 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/09/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 02/13/2018 08:44:29 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/09/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 02/13/2018 08:44:31 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir reviewed with engineers

*** Phone - Call - Inbound created on 02/13/2018 08:44:40 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Witr called Courtney G:

1. Could no place call, no dial tone

*** Phone - Call - Inbound created on 02/13/2018 08:45:13 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Witr called utica general line:

1. Asked to be redirected to Courtney Gruendwald

2. Analyst transferred

3. Wtr could not LVM due to busy line

call ended

*** Phone - Call - Inbound commitment created on 02/13/2018 08:46:15 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/20/2018 and created by Gustavo Villela ***

***02/14/2018 10:20:37 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Thermal Event and Sub Status of Assigned
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*** Phone - Call - Inbound commitment fulfilled on 02/20/2018 09:22:50 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/20/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 02/20/2018 09:22:51 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Kourtney G., utica

*** Phone - Call - Inbound commitment created on 02/20/2018 09:23:06 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/27/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 02/27/2018 09:10:05 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/27/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 02/27/2018 09:10:06 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Kourtney G., utica

*** Phone - Call - Inbound commitment created on 02/27/2018 09:10:11 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 03/06/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 03/06/2018 08:02:24 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 03/06/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 03/06/2018 08:02:26 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Kourtney G., utica

*** Phone - Call - Inbound commitment created on 03/06/2018 08:02:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 03/13/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 03/07/2018 08:03:24 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wir recieved Rental Bill for [Jj reimbursement

*** 03/07/2018 08:14:19 (GMT-08:00) Pacific Time (US & Canada) ***

Goodwill |l Submitted

*** Phone - Call - Inbound commitment fulfilled on 03/14/2018 11:02:06 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 03/13/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 03/14/2018 11:02:07 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with Trish, from utica H;

1. Trish advised Kourtney has will be out for some time

2. Wir asked for a breakdown of demand

3. Trish advised will email that over
4. Wtr gave email and call ended

*** Phone - Call - Inbound commitment created on 03/14/2018 11:14:54 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 03/22/2018 and created by Gustavo Villela ***
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Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Phone - Call - Inbound commitment fulfilled on 04/05/2018 09:06:42 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 04/20/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound commitment created on 04/05/2018 09:06:45 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 04/20/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment updated on 04/24/2018 14:10:06 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 04/25/2018 and updated by Gustavo Villela ***

*** 05/04/2018 08:19:30 ***
Goodwill #: [ Submitted

*** 05/04/2018 15:36:06 (GMT-08:00) Pacific Time (US & Canada) ***
Goodwill #: ] Final Approved

*** Phone - Call - Inbound commitment fulfilled on 05/15/2018 08:43:51 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 04/25/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 05/15/2018 08:43:53 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Kourtney G., utica

*** Phone - Call - Inbound commitment created on 05/15/2018 08:44:41 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/22/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment updated on 05/23/2018 15:23:11 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/28/2018 and updated by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 06/07/2018 13:18:18 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 05/28/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 06/07/2018 13:18:25 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Kourtney G., utica

*** Phone - Call - Inbound commitment created on 06/07/2018 13:19:01 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/12/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment updated on 06/13/2018 15:48:07 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/25/2018 and updated by Gustavo Villela ***

*** Phone - Call - Outbound created on 06/19/2018 09:51:49 (GMT-08:00) Pacific Time (US & Canada) and
created by Jeff Stroup ***

wtr spoke with Trish at insurance

1. vehicle is still being held for possible inspection as KMA has not advised if we wish to settle or inspect

2. insurance advised she forwarded total loss and emails to CSR in March

3. insurance will forward email to wtr and also asked for wtr to follow up with Kourtney at insurance

Jeff,

Please see the email that was sent to Gus.
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- 10/15/2018 INSURANCE AUTO AUCTIONS, INC. © - IAAL.COM




























October 31, 2018

I
]
CEDAR RAPIDS IA [l

Re: SXYPGDA3SGG— 2016 Kia Sorento
Case # SN

Dear I

Thank you for calling KIA Motors Inc. and requesting assistance. We appreciate hearing from
our customers who inform us of issues that need to be addressed. However, a KIA representative
has not been able to get a hold of you through the phone number provided.

In order to best assist you with your concerns, we need to be in contact with you. If you still
have any concerns that you would like a KIA representative to address, please contact me at [Jjij
B Thank you again for taking the time to call and we look forward to hearing from you.

Sincerely,

Alex Villalpando
Kia Motors America
National Consumer Affairs
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n

R/O Open Dale R/O Number

9/26/16 |

R/O Close Dale | Slatus
Milcage In | Milcage Out
40939 40939

Service Advisor / Tag #

CHRIS WAGGONER/

| Vehicle Identification Number

SERVICE DEPARTMENT HOURS

Nov. 22. 2016 7:41AM ARTIN SWANTY KIMGMAN
7:30 a.m. to 5:30 p.m.

MARTIN SWANTY
KIA Monday - Friday

2810 E.Andy Devine Ave - Kingman, AZ 86401 8:00 a.m, 10 3:00 p.m. Selurday
Phone: (928) 753-3131 - Fax: (928) 718-0331

FELIX, TERRY J Work Phone
2385 AMES AVE

KINGMAN, AZ 86409

Home Phone [ Delivery Date In-Service Date

Body Color | License Number

FWD 4DR 2.0T EX

2016 SORENTC

DESCRIPTION OF SERVICE AND PARTS AMOUNT

#1 - MR :sc. rREPAIR
CUSTOMER STATES CHECK ENGINE LTIGHT STARTED FLASHIN
G AND LOST POWER WHILE DRIVING UP THE HILL FROM BU
LLHEAD TOWARD GOLDEN VALLEY. STATES AFTER STARTING
AGAIN SHE SMELLED FUEL.

MISFIRE
Corrected by _
Work performed by TIMOTHY CARLSON- Warranty
Ingtalled 2GTAQ ;GASKET~INTAKE MANIFO Qty: 1 Warranty
Installed- 2GTAO :INJECTOR ASSY-FUEL Pty: 1 Warranty
Ingtalled 2B110 :WASHER-INJECTOR BRKT Qty: 1 Warranty

- (DS SCANP COMP TEST 1
LEAK DOWN 1 9% 2 9% 3 10% 4
7% . TECH LINE DACE # #4 CYLINDER MISFIR
E, SWAPPED PLUGS AND COILS- NO CHA NGE DEFECT IN T
NJECTION, REMOVED AND INSTALLED INTAKEMANIFOLD FOR
ACCESS- REPLACED $#4 INJECTOR. RETEST- OK AT THIS
TIME. NO MORE MISFIRE.
#2 - QL 12K1Z: MULTI POINT INSPECTION
Pleagse Note Your vehicle may have conditions that
are not evident, present or noticed at the time o
f the inspection and our report does not provide
any guarantee or warranty regarding future breakdo
wng,
Work performed by TIMOTHY CARLSON [}

#1 LIMITED WARRANTY BY VEHICLE MANUFACTOR, SEE ADVISOR FACTORY PARTS | LABOR
WARRANTIED FOR FIRST 12 MONTHS, 12,000 MILES WHICH EVER OCGURS FIRST [ oo
AT ANY CHRYSLER, DODGE, JEEP, KiA DEALERSHIP. SEE AOVISOR FOR FURTHER

DETAILS AND RESTRICTIONS, DEDUCTIBLE

#2. LIMITED WARRANTY BY MARTIN SWANTY C-D-J KIA, PARTS INSTALLED NEW OR SUBLET
REBUILT NON FAGTORY PARTS WARRANTED FOR 490 DAYS OR 4,000 M
WHICHEVER OCCURS FIRST. VALID ONLY AT MARTIN SWANTY C-D-J KIA SERV|CE SHOP SUPPLIES

DEPARTMENTS.
#2. NO WARRANTY ON PARTS OR LABOR ON USED PARTS. HAZARDOUS MATERIALS
SALES TAX OR TAX LD, I

#4 PLEASE REFER TO REVERSE SIDE FOR ADPITIONAL TERMS AND CONDITIONS.
SPECIAL ORDER DEFOSIT

#5 MARTIN SWANTY C-D-J» KIA IS NOT RESPONSIBLE FOR ANY OR ITEMS LEFT IN
VEHICLE WHILE BEING WORKED ON. DISCOUNTS

TQTAL DUE

““THANK YOU FOR CHOOSING US FOR ALL YOUR SERVICE NEEDS***
++ PLEASE MARK YOUR SURVEY (VERY SATISFIED 18T VISIT)++

NO RETURN ON ELECTRICAL OR SAFETY ITEMS OR SPECIAL ORDERS.




Nov. 22, 2016 7:41AM IARTIN SWANTY KIMGMAN

MARTIN SWANTY

R/O Open Date RO Number

9/26/16

SERVICE DEFARTMENT HOURS R/O Close Dale | Slatus
KIA 7:30 a.m, to 5:30 p.m, 11/15/16 Reprint
Mileage In | Mileage Qul

Monday - Friday
- Kingman, AZ- 8:00 a.m. lo 3;00 p.m. Salurday

Work Phone

40939 40939

Service Advisor / Tag /I
CHRIS WAGGONER .

Vehicle Idenlification Number

Home Phone

KINGMAN, AZ

Madlel
SORENTO

Bacly License Numbcr
FWD 4DR 2.0T EX

2016

AMOUNT

DCSCRIPTION OF SERVICE AND PARTS
:  Labor: .00 Paxrtg: ,0Q otal: ,00
RECOMEND SPARK PLUGS DUE TO MILEAGE. DUE FOR LOF A
S WELL. SPARK PLUGS ORDERED

MISC. REPAIR

ADDED OP ,
Ordered : PLUG ASSY-SPARK Internal

ADDITIONAL PARTS FOR NEXT VISIT
#4 * MR MISC. REPAIR
ADDED OPERATION
RENTAL FOR WARRANTY

Work performed by N : () Warranty
AN TN EEAEXE R XA XA A A kAN dRE kLR E IE R R TR E LT TR LSRR LR LS
* FIND US ON FACEBOOK @ MARTINSWANTYKIA i

FEEE R SRR RS RS R R SRR SRS LRSS R AR R SRS E R AR S A AR LER SRR DS

i o i e ™ g M i s, i, o e B i e e ) e ol ¥l YA D |

Please Note: MSG CUST 11/17 DELIVERY DATE CAD

#1 LIMITED WARRANTY BY VEHICLE MANUFACTOR, SEE ADVISOR FACTORY PARTS | LABOR - 00
WARRANTIED FOR FIRST 12 MONTHS, 12,000 MILES WHICH EVER OCCURS FIRST [ - 00 . .
AT ANY GHRYSLER, OODGE, JEEP, KiA DEALERSHIP. SEE ADVISOR FOR FURTHER
DETAILS AND RESTRICTIONS. DEDUGTIBLE ., 00
#2. LIMITED WARRANTY BY MARTIN SWANTY C-D-J KIA, PARTS INSTALLED NEW OR | suBLET .00
REBUILT NON FAGTORY PARTS WARRANTED FOR 90 DAYS OR 4,000 MILES 50
WHICHEVER OCCURS FIRST. VALIO ONLY AT MARTIN SWANTY C-D-J KIA SERVICE SHOP SUPPLIES 0
DEPARTMENTS. 00
#3. NO WARRANTY ON PARTS OR LABOR ON LISED PARTS. HAZARDOUS MATERIALS I 00
#4 PLEASE REFER TO REVERSE SIDE FOR ADDITIONAL TERMS AND CONDITIONS. | SALES TAX OR TAX LD . 5al
#5 MARTIN SWANTY C-D-J- KIA IS NOT RESPONSIBLE FOR ANY OR ITEMS LEFT IN |- SPECIAL ORDER DEPOSIT g 50
VEHICLE WHILE BEING WORKED QN. DISCOUNTS N
TOTAL DUE . 00

***THANK YOU FOR CHOOSING US FOR ALL YOUR SERVICE NEEDS***
++ PLEASE MARK YOUR SURVEY (VERY SATISFIED 18T VISIT)++

NQ RETURN ON ELECTRIGAL OR SAFETY ITEMS OR SPECIAL ORDERS. _




Nov. 22. 2016 7:42AM ARTIN SWANTY KIMGMAN No. 7434
MARTIN SWANTY 8/20/15
SERVICE DEPARTMENT HOURS
7:30 a.m. lo 5:30 p.m. 9/21 / 15
Monday - Friday
- Kl 8:00 a.m. to 3:00 p.m. Salurday
- Fax: 17044

Reprint

17044

MICHAEL JOHNSON
5xYPH4A17GCG N

KINGMAN, AZ
ul®
2016 KIA SORENTO FWD 4DR 2.0T EX
I’)E.‘:R(",RIF"I'I!')N OWF SFRVICFE AND PARTS AMOUNT
#1 - MR MULTI POINT INSPECTION
NO WORK PERFORMED CUSTOMER HAD TO LEAVE
NO WORK PERFORMED
Work performed by roadready(99) Internal

E A A A A AR AR AR AR TN RN R Ak R AR R R A R R AR RN R ARk Rk AR R AR KR E R R AR KA

* FIND US ON FACEBOOK @ MARTINSWANTYKIA *

LA A2 AR R AT A LR E R R A L N T L P P L P R L PR E R T RS R R L RS LR TR R
#1 LIMITED WARRANTY BY VEHICLE MANUFACTOR, SEE ADVISOR FAGTORY PARTS | LAROR - 00
WARRANTIED FOR FIRST 12 MONTHS, 12,000 MILES WHICH EVER QCCURS FIRST 00
AT ANY CHRYSLER, DODGE, JEEF, KIA DEALERSHIP. SEE ADVISOR FOR FURTHER | PARTS y
DETAILS AND RESTRICTIONS. DEOUCTIBLE , 0 0
#2. LIMITED WARRANTY BY MARTIN SWANTY C-D-J KIA, PARTS INSTALLED NEW OR | suBLET .00
REBUILT NON FACTORY PARTS WARRANTED FOR 90 DAYS OR 4,000 MILES
WHICHEVER OGCURS FIRST. VALID ONLY AT MARTIN SWANTY C-0-J KIA SERVICE | SHOP SUPPLIES . 00
DEPARTMENTS. .00
#3. NO WARRANTY ON PARYS OR LABOR ON USED PARTS. HAZARDOUS NATERIALY ool
#4 PLEASE REFER TO REVERSE SIDE FOR ADDITIONAL TERMS AND CONDITIONS. | SALES TAX OR TAX1.D. : Ah
#5 MARTIN SWANTY G-DrJ- KIA IS NOT RESPONSISLE FOR ANY OR ITEMS LEFT IN [ SPECIAL ORDER DEPOSIT z
VEHICLE WHILE BEING WORKED ON. DISCOUNTS .00

TOTAL DUE .00
#*THANK YOU FOR CHQOSING US FOR ALL YOUR SERVICE NEEDS***
++ PLEASE MARK YOUR SURVEY (VERY SATISFIED 18T VISIT)++
NO RETURN ON ELECTRICAL OR SAFETY ITEMS OR SPECIAL OROERS. -




Nov. 22, 2016 7:42AM IARTIN SWANTY KIMGMAN No. 7434 P, 5

MARTIN SWANTY

7 / 01 / 15
RO Close Date | Status

SERVICE DEPARTMENT HOURS

Chrysler Dodge Jeep 7:30 a.00. (0 6:30 p.m.
- Kingman, Monday - Friday . rr——
Cp gm _ 8:00 a.m. to 3:00 p.m. Saturday Mileage In | Milcage Oul
ax_ 11765 11765

Service Adyisor / lag il
MATTHEW CLARKSON
Vehicle Identification Number
S5XYPH4A17GG
Delivery Dale

Work Phone

KINGMAN, AZ Home Phane |

Hady

FWD 4DR 2,0T EX

In-Zervice Date

Color License Number

AMOUNT

#1 - MR H MULTI POINT INSPECTION (27 POINT)
wWork performed by RICK ANDREWS (826) Internal
INSPECTION COMPLETE, NO RECOMMENDATIONS AT THIS
TIME.

L b e - b e e e e e e e e e e e = = — —

#2 - QL 28CHM: MOPAR EUICK LUBE

Corrected by
work performed by RICK ANDREWS ||} Serv Contr
Installed — :0IL FILTER Qty: 1 Serv Contr
Installed 1OIL: 15W40 Qty: 5 Serv Contr

OIL AND FILTER CHANGE COMPLETE
REFER TO ORIGINATL RO NUMBER_

NO RETURN ON ELECTRICAL OR SAFETY ITEMS OR SPECIAL ORDERS, _

7/08/15

#1 LIMITED WARRANTY BY VEHICLE MANUFACTOR, SEE ADVISOR FACTORY PARTS | LABOR .00
WARRANTIED FOR FIRST 12 MONTHS, 12,000 MILES WHICH EVER OCCURS FIRST 00
AT ANY CHRYSLER, DODGE, JEEP, KIA DEALERSHIP. SEE ADVISOR FOR FURTHER | PARTS .
DETAILS AND RESTRICTIONS. DEDUGTIBLE 00
#2. LIMITED WARRANTY BY MARTIN SWANTY G-D-J KIA, PARTS INSTALLED NEW OR | suBLET .00
REBUILT NON FACTORY PARTS WARRANTED FOR 40 DAYS OR 4,000 MILES
WHICHEVER OCCURS FIRST. VALID ONLY AT MARTIN SWANTY G-D-J KIA SERVICE $HOP SUPPLIES .00
CECARTMENT, HAZARDOUS MATERIALS . 00
#3. NO WARRANTY ON PARTS OR LABOR ON USED PARTS. 00
#4 PLEASE REFER TO REVERSE SIDE FOR ADDITIONAL TERMS AND CONDITIONS. | SALES TAX OR TAXL.D, '_6_0
#5 MARTIN SWANTY C-D-J- KIA IS NOT RESPONSIBLE FOR ANY OR ITEMS LEFT IN | -SPECIAL ORDER DEPOSIT .
VEHICLE WHILE BEING WORKEQ ON. DISCOUNTS .00
TOTAL DUE .00
**THANK ¥QU FOR CHOOSING US FOR ALL YOUR SERVICE NEEDS***
++ PLEASE MARK YOUR SURVEY (VERY SATISFIED 18T VISIT)4+



6/26/15
BERVICE DEPARTMENT HOURS
- Kingman AZ- 8:00 a.m. to 3:00 p.m. Saturday Mileage In l Milsage Out
Phone « P 11765 11765
Service Advisor / Tag i

Nov. 22. 2016 7:43AM IARTIN SWANTY KIMGMAN No. 7434 P §
R/OQ Close Datle | Slalus
7:30 a.m, fo 5:30 p.m.
MATTHEW CLARKSO

MARTIN SWANTY T
520/ 15
KlA Monday - Friday / / D
Velicle Idenlificalion NMumber

Work Phone

FELIX, TERRY J
2385 AMES AVE
KINGMAN, AZ 86409

Home Phone Dalivery Date In-Service Dalc

Gacly | Colar License Number
FWD 4DR 2,0T EX
or 6/05/2% Ded: 0 Plan:

Model

AMOUNT

#1 - | vvir: rornt InspEcTTON

Work performed by RICK ANDREWS (826)

Sub Total: Labor: .00 Partg: .00 Total: .00
INSPECTION COMPLETE, NO RECOMMENDATIONS AT THIS
TIME,

e R T W B e e e e e e e e o iy ey WY M M R A e e o e o o o = = vy N . e e e -

#2 - I <2 ouick Lues
MOPAR VEHICLE PROTECTION pLAHTRACT i

Work performed by RICK ANDREWS
OIL AND FILTER CHANGE COMPLETE.
REFER TO RO NUMBER
#3 * MR [ 7:1re roTATION 4 TTRES
ADDED OPERATION
work performed by RICK ANDREWS|EE 19,95
TIRE ROTATION COMPLETE, ;
ER R R R R R R R R R R R R R R R I R T I S0 A N A TR PRREN PR RN TR Y TR R A A AR T

¥ FIND US ON FACEBOOK @ MARTINSWANTYKIA *
R L R R T T R T T e T T T e T T T Ty

Serv Contr

- e

#1 LIMITED WARRANTY BY VEHICLE MANUFACTOR, SEE ADVISOR FACTORY PARTS | LABOR 19.95
WARRANTIED FOR FIRST 12 MONTHS, 12,000 MILES WHICH EVER OCCURS FIRST 00
AT ANY GHRYSLER, DODGE, JEEP, KIA DEALERSHIP. SEE ADVISOR FOR FURTMER | .PARTS :
DETAILS AND RESTRICTIONS, DEDUCTIBLE .00
#2. LIMITED WARRANTY BY MARTIN SWANTY G-D~J KIA, PARTS INSTALLED NEW OR [ aumIET .00
REBUILT NON FACTORY PARTS WARRANTED FOR 90 DAYS OR 4,000 MILES
WHICHEVER OCCURS FIRST, VALID ONLY AT MARTIN SWANTY C-D-J KIASERVICE | SHOP SUPPLIES 2.00
DEPARTMENTS. 00
#3. NO WARRANTY ON PARTS OR LABOR ON USED PARTS. Hummwmmmml . 1=
#4 PLEASE REFER TO REVERSE SIDE FOR ADDITIONAL TERMS AND CONDITIONS. | SALES TAX OR TAX1.D. z 00
#5 MARTIN SWANTY C.D-J- KIA IS NOT RESPONSIBLE FOR ANY OR ITEMS LEFT I |-SPECIAL ORDER DEPOSIT : 25
VEHICLE WHILE BEING WORKED ON, DISCOUNTS - 00
TOTAL DUE 22.12
“*THANK YOU FOR CHOOSING US FOR ALL YOUR SERVICE NEEDS*™ [71 aa /MC/Dioc NN 3313

++ PLEASE MARK YOUR SURVEY (VERY SATISFIED 18T VISIT)++

NO RETURN ON ELECTRICAL OR SAFETY ITEMS OR SPECIAL ORDERS. -

X
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{Page 3 of 3)

From: efax metroreporting I NN

Sent: Tuesday, June 6, 2017 3:42 PM
To: FastTrack ClaimsMailbox
Subject: ]

Attachments: _pdf

Importance: High

NOTICE:

ENCLOSED DOCUMENTS ARE CONFIDENTIAL.

USE, STORAGE, and DESTRUCTION

MAY BE REGULATED BY VARIOUS

FEDERAL, STATE, and LOCAL LAWS.

INCLUDING BUT NOT LIMITED TO:

California A.B. 1950, $.B. 1, & S.B. 1386 Florida Sec. 316.066(3) & Sec. 119.0712(2) (Florida Sunshine)
Gramm-Leach-Bliley Act 15 U.5.C § 6701, et seq. {GLBA) Drivers Privacy Protection Act 18 US.C. §2721,
et seq. (DPPA) US Copyright Law, 17 U.S.C. §101, et seq.

State of Michigan Public Acts of 2013,

Act 218, Sec. 503. (1). Reports will only be used for Insurance Claims Processing and Fraud Review.

Act 219, Sec. 410b. (1). No direct or electronic solicitation to any involved parties or relatives of any kind
is permissible.

This e-mail and any attachments are confidential and intended solely for the use of the individual or
cmpany to whom they are addressed.

If you are not the intended recipient, you are hereby notified that any use, distribution or disclosure of
the information contained in this e-mail is strictly prohibited. If you have received this e-mail in errar
please contact Metropolitan Reporting Bureau's help desk @

or e—mail !elp@metmrepmting.oom.

The information contained in this message, including any attachments, may be confidential and is for
the intended addressee only. Any unauthorized use, disclosure, distribution or copying of this message is
prohibited. If you are not the intended addressee, please notify the sender immediately and
permanently delete the message and any attachments
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SCRIPTS _ALLEGED DEFECT
D EXPANDED SCOPE



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?

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?

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

Nothing

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

08/30/2018 10:30:00

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

I lost everything in this fire my house and my other vehicles.

Page 1 0of 3



B-2) What time was 911 called?

4:30 AM

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

Vehicle was in the garage parked

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

I was sleeping and heard a noise I went down stairs and I heard the smoke alarm going off in the garage I seen the
flames and knew there was a fire, I went back and got my son woke him up from his sleep and ran out of the house
and called 911.

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?

No lights on, Oil change done a week before.

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?

N VV:sesburg OHI

Page 2 of 3



C-1) Which fire agency responded?

3 different fire agency's came out because of where we live, Mohawk Valley, Brown and Magnolia

C-2) What is the fire report number?

I do not have the report number yet.

D-1) Where is the vehicle now?

B 2 vesbors OF

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?

To assist in the investigation of the fire and the vehicle the insurance company is wanting to work with Kia to know
the cause of the fire.

Accident Report
Case N

Report Details

Page 3 of 3
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Kia Motors America

Consumer Affairs Department
Page 2 of 7

Last name First name VINof 2018 STINGER Case Number Mileage

U SUETVY B0
Lakeland , FL, - Prod. Date: 12/07/2017 Dealer:-Regal 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 Warning Light

Parts on order (Y/N), if so obtain part#, order#: vy, orde_. Per Parts Paul, not sure if long block included
intake, gaskets, etc., so ordered those separately and will return if not needed. ETA 5/3/18

Techline Case (if applicable):

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

Dealer contacted DPSM (if needed): unk

Vehicle repaired?: n

Customer has possession?: n

Dealer Code/Selling Dealer (Y or N): [Jjj n

Original Owner (Y or N): y

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

*** Phone - Call - Inbound commitment created on 04/18/2018 08:35:28 (GMT-07:00) Arizona with Commitment
Date 04/20/2018 and created by Karen Johnson ***

*** Phone - Call - Inbound commitment fulfilled on 04/18/2018 10:26:32 (GMT-07:00) Arizona with Commitment
Date 04/17/2018 closed by Karen Johnson ***

*** Phone - Call - Inbound created on 04/23/2018 11:12:12 (GMT-05:00) Eastern Time (US & Canada) and created
by Kristi Smith ***
cust states:

1. They are ordering a part for my vehicle and it won't be here until May.
2. This is crazy.

wrt states:

1. Apologized.

2. Advised would see if your case manager is avail to speak with you.
3. Advised TCS is currently on a call with another customer.

4. Will transfer to her voicemail.

cust states:
1. Ok, thank you.

*** Phone - Call - Inbound created on 04/23/2018 12:39:57 and created by Felina Chandler ***
cust states:

1.1 took my vehicle in for an engine problem

2. They told me they could not get the part until 05/03/18

3. I was told by them they are nothing they can do

4. | will be driving across the country, | need my car

5. 1 will not be coming to Florida

6. My job said they will fire me

Writer states:

1. Intro self

2. How can | help you?

3. Apologized

4. Let me see what | can do

Writer contacted DLR || NG Tory Service












Kia Motors America

Consumer Affairs Department
Page 6 of 7

Last name First name VINof 2018 STINGER Case Number Mileage

U R s
Lakeland , FL, - Prod. Date: 12/07/2017 Dealer:- Regal 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 Warning Light

1 1 am moving to Chicago and | would like my Stinger to come with me.

2 | can't believe it takes an engine this long to come in, | ordered a exhaust from Korea and it took only few days
and its bigger than an engine.

3 I want my vehicle to be repaired by May 1st to take to Chicago where | am moving too.

4 the dIr has me in a loaner so | cant take that car to Chicago.

wrt states

1 apologize for the situation but writer can put you in a rental and so you can take that to Chicago and writer can
transport your vehicle to you in Chicago.

2. first writer will check on part ETA and get back to you.

3 sorry for the situation.

cust thanked wrt call ended

*** Phone - Call - Outbound created on 04/25/2018 10:12:45 (GMT-07:00) Arizona and created by Tammy
Shamburger ***

Writer called Part dept at dir and spoke to Jeff

Jeff states

1 everyone trying to get this engine in here

2 right now ETA is showing May 2nd

3 will check with Kia parts and see if they can give me a better ETA.

4 will get back to you.

wrt thanked Jeff.

*** Phone - Call - Outbound commitment created on 04/25/2018 10:15:39 (GMT-07:00) Arizona with Commitment
Date 04/26/2018 and created by Tammy Shamburger ***

*** 04/27/2018 15:13:00 (GMT-07:00) Arizona ***
Case moved into WIPBin Default and Sub Status of Assigned

*** Phone - Call - Outbound commitment fulfilled on 04/27/2018 16:18:48 (GMT-07:00) Arizona with Commitment
Date 04/26/2018 closed by Tammy Shamburger ***

Called customer and stated

1 wanted to inform you that we are trying our fastest to get part to dir.

2 will check on Monday to see if the dir has the engine.

3 apologize for situation

4 writer can get you in rental so you can drive up to Chicago and | will transport vehicle to you when done.
cust states

1 not to worry

2 not moving to Chicago now. The offered was taken away because | was not willing to leave with most of my
possessions here, not to worry got another job here in FL.

3 however | know more things will go wrong with vehicle after the engine. Its not like changing a head lamp.

4 will wait for all the problems so at that time | will claim for LL.

5 thank you for your call but | got to go. bye. call ended

*** Phone - Call - Inbound commitment created on 04/27/2018 16:19:22 (GMT-07:00) Arizona with Commitment
Date 05/01/2018 and created by Tammy Shamburger ***

*** Phone - Call - Outbound commitment updated on 05/02/2018 15:14:29 (GMT-07:00) Arizona with Commitment
Date 05/03/2018 and updated by Tammy Shamburger ***

*** Phone - Call - Outbound commitment fulfilled on 05/04/2018 14:57:36 (GMT-07:00) Arizona with Commitment
Date 05/03/2018 closed by Tammy Shamburger ***
Writer called dIr and spoke to Lindsey
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Last name First name VIN of 2018 STINGER Case Number  Mileage
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Lakeland , FL, - Prod. Date: 12/07/2017 Dealer:- Regal 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 Warning Light
wrt states

1 check on vehicle repair.
Lindsey states

1 vehicle is done and gone.
writer states

1 ok great! thank you

*** Phone - Call - Outbound created on 05/04/2018 15:00:00 (GMT-07:00) Arizona and created by Tammy
Shamburger ***

Writer called” and stated
1 this is Tammy from Kia.

cust states

1 Hi. What do you need, | dont have time to talk
wrt states

1 just checking to see how your vehicle is doing?
cust states

1. Fantastic! thank you for the call. call ended

*** 05/04/2018 15:26:29 (GMT-07:00) Arizona ***
Closed with Resolution Code : Repaired at DIr
[Resolution Summary]
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Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

***09/05/2018 07:35:34 (GMT-07:00) Mountain Time (US & Canada) ***
Contact = || |} BB Friority = Standard, Sub Status = Working

*** Phone - Call - Inbound created on 09/05/2018 07:35:38 (GMT-07:00) Mountain Time (US & Canada) and
created by Octavia Murray ***

Customer States: Michelle Miller from 3 M claims

. Michelle Miller from 3 M claims for Tuscarora Wayne Inc.

. Contact numberm
. Nesco has been hire to do the fire inspection

. We want to send the info to Kia

. This was a new Kia vehicle and we want to make sure it was not the vehicle
. If it was we want to be able to work together to get this fixed.

. What can | do to get this going while they do the inspection.

NO A WN -

Writer States:

1. Apologized

2. | can get your info

3. | can reach out to the customer and for a fire report

4. We can then send up for review with our NCA department
5. From there they will f/u to know what the next set will be.

Customer States: Michelle Miller from 3 M claims
1. Thank you

Writer states:
1. You're Welcome
2.Thank you for call KCAC

*** Phone - Call - Inbound created on 09/05/2018 07:45:47 (GMT-07:00) Mountain Time (US & Canada) and
created by Octavia Murray ***

Write states:

1. I wanted f/u with you after call from the insurance

2. | was told there was fire

3. I can run a fire report with you to send up for review

Customer States:

1. | was waiting for this call

2. | there was a fire at my house and | lost everything
3. My house and my cars

Writer States:

1. Apologized

2. | need to go over an accident report with you.

3. It will be reviewed further

4. If there is more information need Kia will f/u with you

Customer States:
1. Thank you

Writer states:
1. You're Welcome
2.Thank you for call KCAC
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Last name First name VINof 2018 STINGER Case Number Mileage
I . SUETIT B e
, , Prod. Date: 10/26/2017 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

***09/05/2018 10:16:26 (GMT-07:00) Mountain Time (US & Canada) ***
Dispatched from WIPBIin = Default to Queue National CA by Octavia Murray
Reason:

*** (09/06/2018 08:05:45 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

Case% is sent on 9/6/2018 18:34:31 by Michele Cameron
To: tonyjang@kiausa.com
Cc:

Title: ||

*** 09/07/2018 08:03:54 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIin Default of Gustavo Villela by Jeff Stroup
Reason:

*** Phone - Call - Inbound created on 09/07/2018 10:56:13 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with -:

1. asked for pictures and location of vehicle

2. Customer stated can send photos

3. Custoemr stated car is still at home

4. Wtr advised would be needing permission

5. Cust advised to call insurance

call ended

*** Phone - Call - Inbound created on 09/07/2018 14:12:34 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Michelle at insurance

*** Phone - Call - Inbound commitment created on 09/07/2018 14:13:49 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/10/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 09/11/2018 11:52:47 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/10/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 09/11/2018 11:52:53 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Wtr LVM for Michelle with insurance

*** Phone - Call - Inbound commitment created on 09/11/2018 11:53:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/12/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 09/12/2018 14:55:15 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/12/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 09/12/2018 14:55:17 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with Michelle miller:

1.Asked for docs/reports
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Last name First name VINof 2018 STINGER Case Number Mileage
I . SUETIT B e
, , Prod. Date: 10/26/2017 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

2. Michelle took email of wtr

3. Wir asked for permission/location to inspect vehicle

4. Michelle advised to call Matt adjuster at ||| I for more info
5.wtr thanked

call ended

*** Phone - Call - Inbound created on 09/12/2018 15:14:38 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wtr spoke with Matt, adjuster:

1. matt advised of engineers names

2.wtr gave names and contacts

3. Matt advised of nefco inspecting and they would give location to engineers as they know

4. Call ended

*** Phone - Call - Inbound commitment created on 09/12/2018 15:59:33 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/13/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 09/13/2018 11:18:42 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/13/2018 closed by Gustavo Villela ***

*** Phone - Call - Inbound created on 09/13/2018 11:18:44 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir received email from Michelle miller:

1. "Good morning, Gus,

Attached is the fire report for the above referenced vehicle fire. At this time the fire report is the only thing | am able
to share with you.

Thank you,
Michelle Miller
3EM Claims Adjusting"

*** Phone - Call - Inbound created on 09/13/2018 11:29:50 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***

Wir sent response to engineers/legal

1. Pending response

*** Phone - Call - Inbound commitment created on 09/13/2018 11:30:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/14/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound commitment fulfilled on 09/13/2018 13:07:19 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/14/2018 closed by Gustavo Villela ***

*** 09/13/2018 13:07:42 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Gustavo Villela with Resolution Code : Legal Handling
[Resolution Summary]

CLOSED PER LEGAL HANDLING
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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?

Renter - IS

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

Unsure

Accident Report
Case

Report Details
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Last name First name VIN of 2017 SPORTAGE Case Number  Mileage
I ovoevcACH B 16125
, , Prod. Date: 03/17/2017 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Thank you,

*** Phone - Call - Inbound commitment updated on 06/05/2018 09:39:40 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/07/2018 and updated by Alex Villalpando ***

*** Email - External Email Received created on 06/05/2018 09:47:35 (GMT-08:00) Pacific Time (US & Canada)
and created by Alex Villalpando ***
Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJli] - 4-17.2018 / Kia Case# |||}

Alex,

Good afternoon, so since this vehicle is in Canada Kia will not inspect? Please advise.
Thank you,

Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJli] - 4172018 / Kia Case+|j
Hello [}
That is correct as we are unable to travel outside the country. We can inspect the vehicle if it does return to the US.

Thank you,

Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJl}- 4172018 / Kia Case# ||

Thanks for the explanation Alex. Hold the case open please and | will see what we can do. | will get back to you
shortly.

*** Email - External Email Received created on 06/06/2018 16:58:40 (GMT-08:00) Pacific Time (US & Canada)
and created by Alex Villalpando ***
Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJl- 4-17.2018 / Kia Case# |||}

Alex,

We are getting this vehicle towed to NY. (Buffalo area) once it has arrived, | will let you know, please keep this case
open.

Thank you,
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Page 9 of 12
Last name First name VIN of 2017 SPORTAGE Case Number  Mileage
I ovoevcACH B 16125
, , Prod. Date: 03/17/2017 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Phone - Call - Inbound commitment updated on 07/06/2018 13:55:37 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/10/2018 and updated by Alex Villalpando ***

*** Phone - Call - Inbound commitment updated on 07/10/2018 10:18:38 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/13/2018 and updated by Alex Villalpando ***

*** Note - Others created on 07/16/2018 11:45:47 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***
Reviewed with KMA engineers

*** Phone - Call - Inbound commitment updated on 07/16/2018 11:46:04 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/17/2018 and updated by Alex Villalpando ***

*** Email - External Email Received created on 07/25/2018 17:28:37 (GMT-08:00) Pacific Time (US & Canada)
and created by Alex Villalpando ***
Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJli] - 4-17.2018 / Kia Case# |||}

Alex,
Good morning, any updates on the inspection report for this vehicle? Please advise.
Thank you,

Subject: RE: Kia Thermal Event (VIN# KNDPMCAC2HJJl}- 4172018 / Kia Case# ||

Hi
Please see attached. Please let me know if you have any questions.

Thank you,

*** Phone - Call - Inbound commitment updated on 07/25/2018 17:29:16 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 07/27/2018 and updated by Alex Villalpando ***

*** Email - External Email Sent created on 08/01/2018 15:40:19 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Cc:

Subject: !! !|a |!erma| !vent !Um! !H!!H!ACZI—_) -4.17.2018 / Kia Case# ||| |}

Importance: High

Alex,

Good morning, attached is a signed, scanned copy of repurchase letter for VIN# KNDPMCAC2HJ - 'f
anything else is needed, please contact me. Have a good weekend.

Thank you,
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Last name First name VIN of 2017 SPORTAGE Case Number  Mileage

I ovoevcACH B 16125
, , Prod. Date: 03/17/2017 Dealer:

Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability

Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Note - Others created on 08/13/2018 17:18:52 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***

Submitted VRS -

*** Phone - Call - Inbound commitment updated on 08/17/2018 11:17:40 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 08/23/2018 and updated by Alex Villalpando ***

*** Phone - Call - Inbound commitment updated on 09/05/2018 11:16:03 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/13/2018 and updated by Alex Villalpando ***

*** Note - Others created on 01/14/2019 11:59:25 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***

Morley Caset |}

*** Phone - Call - Inbound commitment fulfilled on 01/14/2019 11:59:40 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 09/13/2018 closed by Alex Villalpando ***

*** Phone - Call - Inbound commitment created on 01/14/2019 11:59:58 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/18/2019 and created by Alex Villalpando ***

*** Phone - Call - Inbound commitment updated on 01/18/2019 09:19:10 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 01/31/2019 and updated by Alex Villalpando ***

*** Email - External Email Sent created on 01/31/2019 09:10:18 (GMT-08:00) Pacific Time (US & Canada) and
created by Alex Villalpando ***
Sent: Tuesday, January 29, 2019 11:50 AM

To: Villalpando, Alex [KMA]
Subject: FW: Kia Sportage Thermal Event - VIN# KNDPM3AC3 JJi] Atlanta, GA / Kia Motors America

|mportance: High
Hi Alex,

| contacted the location who informed me that although the fire and police departments were on the scene neither
created a police report according to the customer. Below is a screenshot of the rental agreement.

Sent: Thursday, January 31, 2019 9:11 AM
To '
Subject: RE: Kia Sportage Thermal Event - VIN# KNDPM3AC3-AtIanta, GA / Kia Motors America

Hello ||l

Thank you for the information. | will get this reviewed and follow up.
Please let me know if you have any questions.

Thank you,



Kia Motors America

Consumer Affairs Department Page 12 of 12

Last name First name VIN of 2017 SPORTAGE Case Number  Mileage

I ovoevcACH B 16125
, , Prod. Date: 03/17/2017 Dealer:

Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability

Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

*** Phone - Call - Inbound commitment updated on 01/31/2019 09:11:50 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/05/2019 and updated by Alex Villalpando ***

*** Note - Others created on 01/31/2019 09:12:24 (GMT-08:00) Pacific Time (US & Canada) and created by Alex
Villalpando ***
Please disregards previous entry.

*** Phone - Call - Inbound commitment updated on 01/31/2019 09:12:47 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/08/2019 and updated by Alex Villalpando ***

*** Phone - Call - Inbound commitment updated on 02/08/2019 16:46:46 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/18/2019 and updated by Alex Villalpando ***

*** Phone - Call - Inbound commitment fulfilled on 02/11/2019 09:44:17 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 02/18/2019 closed by Alex Villalpando ***

***02/11/2019 09:44:25 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Alex Villalpando with Resolution Code : Goodwill Issued
[Resolution Summary]
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Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

Case History

*** 07/23/2018 13:40:58 ***
Contact = || Bl Friority = Escalated, Sub Status = Working

*** Letter - Letter Received created on 07/23/2018 11:50:13 and created by Jazmin Diaz ***

NCA rec'd letter from Law Offices of Theresa J. Puleo. Letter states:

1. Please be advised that | have been retained to represent Travco Insurance Company.

2. Based upon our investigation to date, we have determined you may be responsible for the damages resulting
from the fire.

3. Travco intends on conducting a final inspection of the garage scene, it is scheduled to take place on 7/26/18.
4. Thank you for your attention.

Attaching to case & dispatching to NCA

*** 07/23/2018 13:41:21 ***
Dispatched from WIPBin = Default to Queue National CA by Jazmin Diaz
Reason:

*** Note - Others created on 07/23/2018 15:07:07 and created by Jazmin Diaz ***

<For Internal Use Only
Please note: customer owns 2013 & 2017 Sportage. ADL does not reference which Sportage.>

*** (07/24/2018 08:08:41 (GMT-08:00) Pacific Time (US & Canada) ***
Accepted from Queue National CA to WIPBIin Inbox/Need To Call by Jeff Stroup

*** 07/24/2018 08:13:02 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIn Default of Gustavo Villela by Jeff Stroup
Reason:

*** Phone - Call - Inbound created on 07/24/2018 10:35:23 (GMT-08:00) Pacific Time (US & Canada) and created

by Gustavo Villela ***
Wtr spoke with Michelle Davoli, from law offices:
1. Michelle advised she is unaware

2. gave contact for adjuster Vicky G, ||| | [ |Gz

3. Wtr thanked

call ended

*** Phone - Call - Inbound created on 07/24/2018 10:42:10 (GMT-08:00) Pacific Time (US & Canada) and created

*kk

by Gustavo Villela
Wtr LVM for Vicky G, adjuster

*** Phone - Call - Inbound commitment created on 07/24/2018 10:44:28 (GMT-08:00) Pacific Time (US & Canada)

with Commitment Date 07/31/2018 and created by Gustavo Villela ***

*** Phone - Call - Inbound created on 07/25/2018 13:28:56 (GMT-08:00) Pacific Time (US & Canada) and created

by Gustavo Villela ***
Witr received voicemail from Vicky, with insurance for call back

*** Phone - Call - Inbound created on 07/25/2018 13:29:16 (GMT-08:00) Pacific Time (US & Canada) and created

by Gustavo Villela ***
Wir LVM for Vicky, with insurance
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Last name First name VIN of 2017 SPORTAGE Case Number  Mileage
) . oorNoAH
Liverpool , NY, Prod. Date: 06/23/2016 Dealer:- Fuccillo KIA of Clay
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvi2: Quality Kia Case Type Lvl4: Fire/Explosion

attachments. Any disclosure, reproduction, distribution or other use of this message or any attachments by an
individual or entity other than the intended recipient is prohibited.

TRVDiscDefault: [} "

*** Phone - Call - Inbound created on 08/14/2018 14:10:49 (GMT-08:00) Pacific Time (US & Canada) and created
by Gustavo Villela ***
Closing case pending legal handling

***08/14/2018 14:11:00 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Gustavo Villela with Resolution Code : Legal Handling
[Resolution Summary]

Closing case pending legal handling
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