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Accident Report
Case N

Report Details

Accident Report
Case

Report Details

A-1) Who owns the vehicle?

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

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

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?

/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?

/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.and .
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 exits . 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. |||} Iz

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?

B <?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?

/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
259 Monty Rd

518-561-1089 <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

Page 4 of 4



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 = || |} ] B 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 with

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 2 of 5
e
Last name First name VINof 2016 SORENTO Case Number Mileage

; ; Prod. Date: 05/12/2015 Dealer:
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Product Liability
Kia Case Type Lvl2: Quality Kia Case Type Lvl4: Fire/Explosion

call ended

*** 06/22/2017 11:01:18 (GMT-08:00) Pacific Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Pending further insurance contact

*** 06/23/2017 08:49:13 (GMT-05:00) Eastern Time (US & Canada) ***
Reopened with Sub Status of Working

*** Phone - Call - Inbound created on 06/23/2017 08:49:31 (GMT-05:00) Eastern Time (US & Canada) and created
by Jada Jones ***

cust states

1. 1 am calling from cust insurance to see if you all need to know where it is being moved to

wrt states
1. apologized
2. advised cust that | will take the information from her and if needed we would reach back out

cust states

1. it is being moved to our salvaged yard it is badly burned
2.

3.

4. stoc

*** 06/23/2017 08:52:34 (GMT-05:00) Eastern Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Pending further insurance contact

*** 06/23/2017 08:52:46 (GMT-05:00) Eastern Time (US & Canada) ***
Reopened with Sub Status of Working

*** 06/23/2017 08:56:02 (GMT-05:00) Eastern Time (US & Canada) ***
Closed with Resolution Code : Information Given

[Resolution Summary]

Pending further insurance contact

*** 06/26/2017 07:54:30 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened with Sub Status of Working

*** 06/26/2017 07:54:46 (GMT-08:00) Pacific Time (US & Canada) ***
Assigned to WIPBIin Default of Gustavo Villela by Jeff Stroup
Reason:

*** Phone - Call - Inbound commitment created on 06/26/2017 09:34:58 (GMT-08:00) Pacific Time (US & Canada)
with Commitment Date 06/26/2017 and created by Gustavo Villela ***

*** 06/26/2017 09:35:33 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin Default and Sub Status of Assigned



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. IAA gave Beth Fulton (973)404-7488

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 ***
Wtr LVM for Beth Fulton (973)404-7488, 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 Mr. |l

*** 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 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 . 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

***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 = |||} ] I 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
e e 5XYPGDA32GG103337 B o483
, , 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 = |||} ] I 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 (866)509-3574, ext 2303054
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 2 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

*** 12/12/2018 11:08:48 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Samuel Kim with Resolution Code : Information Given
[Resolution Summary]

Closing case pending further insurance contact.

***01/09/2019 17:11:19 ***
Reopened by Alicia Anderson with Sub Status of Working

*** Note - Others created on 01/09/2019 17:12:56 and created by Alicia Anderson ***
Fire TREAD updated

***01/09/2019 17:13:34 ***

Closed by Alicia Anderson with Resolution Code : Information Given
[Resolution Summary]

Closing case pending further insurance contact. -Fire TREAD updated

***01/10/2019 17:02:49 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Samuel Kim with Sub Status of Working

*** Note - Others created on 01/10/2019 17:02:56 (GMT-08:00) Pacific Time (US & Canada) and created by
Samuel Kim ***
TREAD review complete (Duplicate case)

***01/10/2019 17:04:03 (GMT-08:00) Pacific Time (US & Canada) ***
Closed by Samuel Kim with Resolution Code : Information Given
[Resolution Summary]

Closing case pending further insurance contact. -Fire TREAD updated

***03/12/2019 12:15:59 (GMT-08:00) Pacific Time (US & Canada) ***
Reopened by Samuel Kim with Sub Status of Working

*** Phone - Call - Inbound created on 03/12/2019 12:16:04 (GMT-08:00) Pacific Time (US & Canada) and created
by Samuel Kim ***

Received call from Carolyn Blinn at The Hartford Insurance

Insurance states:

1. 1 am calling on a recorded line

2. You were working with my colleague Erin Parkinson

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

3. Kia Motors is not offering to settle at this time

4. Sure

Insurance states:

1. Can you send me something in writing

2. My email is carolyn.blinn@thehartford.com

3. And please reference our claim number |||z

***03/12/2019 12:19:28 (GMT-08:00) Pacific Time (US & Canada) ***
Case moved into WIPBin 24/24 and Sub Status of Working
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*** 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
] . scypraarGo N 3000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer: AZ042 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

IR O Y <
out 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
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*** Phone - Call - Outbound created on 07/19/2016 02:56:34 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Sara Coder

Mrs. states

1. 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 to Mrs F
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 TX142 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 TX084 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 o 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 TX084 Viva Kia (915) 834-2300

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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craeted by Chris Beason
Writer contacted TX142 CASA Kia (915)856-2982 Service advisor

Writer states

1. Has veh came in for diag

2. Please call back with RO info
3. Thank you

*** Phone - Call - Inbound created on 08/04/2016 10:07:49 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Chris Beason
Writer contacted TX142 CASA Kia (915)856-2982 Service advisor

Writer states
1. Has veh came in for diag

Customer Name:

Customer phone #:

Customer address:

VIN: 5XYPH4A17G(P

MY and Mileage: 37,

Most recent RO# and Open Date: 6/7/2016

Days Down at initial Service Alert report (if applicable): 0

Most recent Repair Issue and Diagnosis: Unable to duplicate cust concerns
Customer says: AC not blowing cold, intermittently

Able to Duplicate (Y or N): N

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

Repair History of current concern with dates and mileage:NA

ETA for completion of repairs (if applicable): Completed

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

Techline Case (if applicable):
Rental / Loaner Provided? If so, since when?: N
Dealer contacted DPSM (if needed): N

Vehicle repaired?:Y

Customer has possession?: Y

Dealer Code/Selling Dealer (Y or N): TX084

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

*** Phone - Call - Inbound created on 08/04/2016 10:21:59 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Chris Beason

Writer contacted - - _

Wiriter states
1. 1 am calling to ensure no further concerns with the AC
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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: TX142 - 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?



Kia Motors America
Consumer Affairs Department

Page 6 of 30
Last name First name VIN of 2016 SORENTO Case Number  Mileage
] . scypraarGo N 3000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer: AZ042 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

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



Kia Motors America
Consumer Affairs Department

Page 7 of 30
1
Last name First name VINof 2016 SORENTO Case Number Mileage

SXYPH4Al 7G_ _ 38.000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer: AZ042 Martin Swanty KIA
Kia Case Type Lvll: Complaint Kia Case Type Lvl3: Air Conditioning
Kia Case Type Lvl2: Quality Kia Case Type Lvl4: Air Conditioner Operation

*** Notes - Dealer Contact created on 09/01/2016 10:44:25 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Writer called AZ044 and states:

1. Calling for repairs information on vehicle

SVCA Levi states:
Customer Name:
Customer phone #:
Customer address: Kingman AZ [|il|}

VIN: 5XYPH4A17G

MY and Mileage: 20 orento 38,000

Most recent RO# and Open Date: 7-26-16

Days Down at initial Service Alert report (if applicable): still down

Most recent Repair Issue and Diagnosis: Customer says, vehicle not accelerating from stop - needs transmission
part should arrive on 9-7-16

Able to Duplicate (Y or N): yes

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

Repair History of current concern with dates and mileage:

7-22-16 replaced air conditioner until 8-25-16

ETA for completion of repairs (if applicable): unsure

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

Techline Case (if applicable):

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

Dealer contacted DPSM (if needed):

Vehicle repaired?:No

Customer has possession?: No

Dealer Code/Selling Dealer (Y or N): AZ044

Original Owner (Y or N): Yes

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

If HEV vehicle, is dealer HEV certified (if needed): N/A

*** Phone - Call - Inbound created on 09/01/2016 11:21:19 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Wiriter called customer and states:

1. Apologized

2. Advised that would be escalating case to regional office

3. Advised customer would receive a call back in 2-3 business days

Customer states;
1. I would like a new vehicle that is not a lemon
2. Do need a bigger rental vehicle that would fit my dogs and dog crates

Writer states:
1. Advised of WCIM
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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 AZ042 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 AZ044 spoke 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 NM003 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 TX142 lvm 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 AZ042 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 called AZ044 spoke to Xavier (Svc Adv)

Wit 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 TX142 lvm 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 AZ044 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 AZ042 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 AZ042 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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Svc Sts:

1. Order #: %

2. Part#:3 TAO

Wrt Sts:

1. Will obtain updated ETA

2. Thanked

*** Notes - Internal created on 10/04/2016 03:15:44 PM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Krysta Penfield
WECC requested ETA from MPA for Order #: ] Part #: 35310 2GTA0

*** Notes - Internal created on 10/05/2016 06:41:06 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by

Krysta Penfield
WECC confirmed with MPA that the ETA for Order #: ] Part #: 35310 2GTA0 is 10/25

*** Notes - Dealer Contact created on 10/05/2016 09:45:10 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called AZ042 spoke to Marco (Svc Adv)

Wrt Sts:

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

3. Provided e-mail

4. Thanked

*** Phone - Call - Inbound created on 10/07/2016 10:33:40 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 engine concern; apologized.

2. Part is scheduled for 10/25, will keep update.

Cust thanked.

Wrt thanked.
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Last name First name VIN of 2016 SORENTO Case Number  Mileage
] . scypraarGo N 3000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer: AZ042 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 - Manager Review created on 10/07/2016 03:37:58 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Teri Donnelly

Writer States:

1. Notes from duplicate casem-parts uper order request-same concerns:

Part ordered for customer vehicle has been placed into the UPER status on 2016-10-04

Dealer Name :MARTIN & CODY SWANTY ENTR, INC MARTIN SWANTY KIA
Dealer Contact name:MARK SCHMITZ

Dealer Phone :928 718 1000

Part No# :35310 2GTAO

Order No#

Order Qty# :

Dealer Comment: CAR DOWN IN SHOP. CUSTOMER ALREADY COMPLAINING TO KIA. UPGRADE PER KIA
REP KRISTA 949-468-4566

Please Update Customer with the status of the vehicle and part ordered

*** Phone - Call - Inbound created on 10/17/2016 10:44:21 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. P/uon Fri.
2. Now needs spark plugs, which are on b/o.

Wrt states:
1. Apologized.
2. Will acquire update and f/u.

Cust thanked.

Wrt thanked.

*** Phone - Call - Outbound created on 10/19/2016 10:57:26 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Travis Widener

Customer states

1. A/C blows hot and cold

2. Took to Tuscon A/C compressor was bad

3. Then immediatly after the transmission went out

4. Now the A/C is going in and out again.
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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 called AZ042 spoke 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 AZ042 spoke 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 AZ042 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 dir.

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: AZ042
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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 AZ042 Ilvm 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 AZ042 was advised to c/b to speak to Jim (Svc Manger)
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*** Notes - Dealer Contact created on 11/01/2016 03:23:09 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Krysta Penfield
WECC called AZ042 spoke to Jim (Svc Manager)

Wrt Sts:

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

3. Did part arrive?

Jim Sts:
1. No, we had to place it on UPER

Wrt Sts:
1. Will obtain ETA
2. Thanked

*** Notes - Internal created on 11/02/2016 08:22:29 AM (GMT-08:00) Pacific Time (US & Canada) and craeted by
Krysta Penfield
WECC requested ETA from MPA for Part #: 28510 2G055 Order#: |||}

*** Phone - Call - Inbound created on 11/02/2016 01:34:39 PM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Brenda Hernandez

Writer called customer and states:

1. Following up with concerns with vehicle

2. Advised waiting on updates from dealership

Customer states:
1. Thank you

*** Notes - Dealer Contact created on 11/04/2016 08:51:38 AM (GMT-08:00) Pacific Time (US & Canada) and
craeted by Jeremy Carrifee
Part ordered for customer vehicle has been placed into the UPER status on 2016-10-21

Dealer Name :MARTIN & CODY SWANTY ENTR, INC MARTIN SWANTY KIA
Dealer Contact name:MARK SCHMITZ

Dealer Phone :928 718 1000

Part No# :28231 2GTA1

Order No# M
Order Qty# :
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Dealer Comment: 2016 MODEL DOWN IN SHOP CUSTOMER IN RENTAL
Please Update Customer with the status of the vehicle and part ordered

***NOTES 11/01/2016 09:49 AM US Mountain Daylight Time JCarrifee Action Type:Dealer contact
Writer states:

1. Called DLR AZ042

2. Spoke to parts asked if part was received?

Parts states:
1. No not yet it should be any day.

Writer states:
1. Thank you

**PHONE LOG 11/01/2016 09:49 AM US Mountain Daylight Time JCarrifee Action Type:Outgoing call
Writer states:
1. Called customer no answer no VM

** PRIORITY CHANGE 11/03/2016 09:46:13 AM JCarrifee

***NOTES 11/04/2016 07:45 AM US Mountain Daylight Time JCarrifee Action Type:Dealer contact
Writer states:

1. Called DLR spoke to Joey in parts.

2. Asked about part

Joey states:
1. Part has not arrived

writer states:
1 Spoke to Mark in Service

Customer Name:
Customer phone #:
Customer address
VIN: 5XYPH4A17
MY and Mileage: 20 orento

Most recent RO# and Open Date: * 9/26/2016
Days Down at initial Service Alert report (it applicable):
Most recent Repair Issue and Diagnosis: Customer says,
Able to Duplicate (Y or N): y

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

Repair History of current concern with dates and mileage:n
ETA for completion of repairs (if applicable): waiting on part
Parts on order (Y/N), if so obtain part#, order#:

Dealer Phone :928 718 1000

Part No# :28231 2GTA1

Order No#

Kingman Az [l




Kia Motors America

Consumer Affairs Department Page 21 of 30

Last name First name VIN of 2016 SORENTO Case Number  Mileage
] . scvpnaa 7o QN 35000
Kingman , AZ, Prod. Date: 11/14/2014 Dealer: AZ042 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

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): AZ042/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 AZ042 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 AZ042 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

Wrt 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 called AZ042 Ivm for Jim (Svc Manager) requesting c/b

*** Notes - Dealer Contact created on 11/21/2016 11:52:08 AM (GMT-08:00) Pacific T