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August 26, 2025

Mr. Wayne “Gil” West
Chief Executive Officer
Hertz Global Holdings, Inc.
8501 Williams Road
Estero, Florida 33928

Dear Mr. West,

I am extremely concerned by recent reports regarding Hertz’s use of artificial intelligence
(AI) to inspect returned rental cars for damage. Since fall 2024, Hertz has installed Al vehicle
scanners at at least six U.S. airports and reportedly plans to expand the system’s use to at least
100 locations by the end of the year.! However, consumers repeatedly describe the scanners and
the process to appeal damage claims as a decidedly negative experience that is extremely opaque
and unreasonably punitive. Hertz owes consumers an explanation for its charges and nothing
short of full transparency about how it is using Al

Consumers whose rental cars passed through Hertz’s Al vehicle scanners have all
described strikingly similar stories — seemingly insignificant or even nonexistent damage claims
that incur exorbitant processing and administrative fees, with only vague descriptions from Hertz
as to what those fees are actually for. Hertz also frequently offers to reduce consumers’ payments
if they pay within one or two days — presumably to encourage a quick settlement. For example,
one individual who returned a vehicle with no damage detected by the renter or a Hertz
employee in a visual inspection was charged $195 for a dent detected by the Al scanner. Adding
insult to injury, the cost to repair the damage was only $80, with the difference of $115 in fees to
“detect and estimate the damage” and for “processing” the claim — and Hertz said it would
reduce the charge to $130 if the renter paid within one day. > Moreover, to appeal a claim,
consumers are forced to deal with a chatbot system that can only flag a case for later review by a
live, human agent. For instance, one individual who was charged $440 for a minor scuff — again
with disproportionate fees making up much of that total — described being unable to receive
adequate assistance through the chatbot program. Accordingly, the renter followed a “Contact
Us” link to send Hertz an email and was told he would receive a response within ten business
days — conveniently just after the seven-day expiration date of the discount Hertz had offered
him.?

! Adam Ismail, “This Is What Happens When Hertz’s Al Scanner Finds Damage on Your Rental,” The Drive, June 23, 2025,
https://www.thedrive.com/news/this-is-what-happens-when-hertzs-ai-scanner-finds-damage-on-your-rental.

2 Gabe Castro-Root, “A.1. Is Making Sure You Pay for That Ding on Your Rental Car,” July 9, 2025,
https:/www.nytimes.com/2025/07/09/travel/rental-car-ai-scanner-hertz.html.
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In April, Hertz announced a partnership with UVeye Inc. to implement “advanced Al
inspection” for vehicles.* UVeye reportedly advertises its technology as able to “detect 5X more
damage than manual checks” and generate “6X higher total value of damage captured.”> This
partnership, coupled with Hertz’s already-implemented scanners contradicting and overriding
visual assessments by on-the-ground Hertz employees, raises serious questions about Hertz’s
intention in implementing Al vehicle scanners. In addition, Hertz has not clarified if and how the
company will ensure its damage assessment process remains human-led and does not outright
replace the judgement or involvement of its employees.

To better understand Hertz’s use of Al I respectfully request a written response to the
following questions by no later than September 16, 2025:

1. Please describe Hertz’s future plans for Al vehicle scanners. Please provide a list of all
locations Hertz currently has an operational Al vehicle scanner, and if Hertz plans to
expand, including to 100 locations by the end of 2025 as reported, please provide a list of
those locations and the expected start date of operation of Al vehicle scanners at each
location.

2. What is the current accuracy rate of detecting damage in inspections conducted by Al
vehicle scanners? By Hertz employees? Please describe how these rates are determined.

3. Please describe, in detail, the fees Hertz charges to consumers for damage detected by an
Al vehicle scanner, including how Hertz calculates such fees.

4. Consumers have reported fees charged often exceed the indicated cost of damage to the
vehicle. Please describe how such fees are reasonable and fair to charge consumers.

5. Please describe your current internal review process, if any, of damage claims.

6. Please provide the following information regarding claims initiated as a result of damage
detected by an Al vehicle scanner: (i) the total number of claims initiated; (ii) the total
number of claims appealed by consumers; (iii) the number of claims disaggregated by
claim status; (iv) the number of claims settled within Hertz’s offered discount period; and
(v) the number of claims where no damage was detected by an employee’s visual
inspection.

7. Does Hertz plan to phase out the use of visual inspections by employees? If so, by when?
If not, please describe how Hertz will evaluate an employee’s visual inspection when
charging consumers for damage, especially when an Al vehicle scanner inspection detects
damage contradictory to an employee’s inspection.

4 “Hertz and UVeye Partner to Modernize Vehicle Maintenance with Al Technology,” News & Press Releases, Hertz Global,
April 16, 2025, https://newsroom.hertz.com/articles/article-details/hertz-and-uveye-partner-to-modernize-vehicle-maintenance-
with-ai-technology/

3 Castro-Root, “A.1. Is Making Sure.”



8. When in the appeals process is a consumer able to interact with a human regarding their
appeal? If not from the beginning, what obstacles prevent Hertz from providing
consumers the opportunity to interact with a human reviewer from the start of the appeals
process?

9. What limitations, if any, did UVeye express to Hertz regarding the use of its technology?

10. In Hertz’s decision to partner with UVeye, what was the minimum accuracy benchmark
Hertz was willing to accept?

Thank you for your attention to this important matter.
Sincerely,

Ml flm )

Richard Blumenthal
United States Senate

CC: Mr. Amir Hever, Co-founder and Chief Executive Ofticer, UVeye Inc.



