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Nevertheless, when I was running a shop we had a documented ruling that regardless of
how many appointments had already been made a come back always took priority. And
while this isn’t a come back in the sense that your people just worked on the vehicle in
the exact same area that this problem exists I personally would consider that a brand new
vehicle with this type of problem would be considered in that same class of priority.
Furthermore, what may be a simple repair could result in an excessive expense
financially and time wise if the transmission requires replacement.

I don’t have the luxury of being able to sit in a waiting room for any length of time
because | am my mother’s only care giver, meaning she can’t even get to the bathroom
without my assistance. Additionally, I take care of my disabled brother and have
apparently inherited a dog that I never wanted as well. My quality me time consists of
essential grocery shopping and I don’t even have anyone who can pick me up if I drop
the vehicle off.

I am sure that you have attended numerous customer satisfaction seminars, as have I,
and they instilled what a loss of one customer could mean in terms of wasted
advertisement and word of mouth. And Mr. Gallaer’s letter also reminded me that no
matter how good a service manager is if the customer does not give him the opportunity
to address his concerns, whether real or perceived, it is a loss for both parties.

I don’t know when I will be getting the van back. I was shooting for Thanksgiving so
that my sisters could take my mother out for dinner, then for her birthday followed by the
Christmas lights at Newport News Park and Christmas dinner. But everything is going to
I@#real quick.

I was told that I have free emergency roadside service so my intention is to have the
vehicle towed to you when I get it back so that no additional and unnecessary damage
occurs.

This brings up two additionally points that have no reflection upon your shop but do
reflect on Pomoco or the vehicle manufacturer.

Arne asked me to complete a survey twice but one was never mailed to me so I emailed
him and told him I had his back and Melissa stated that I would be getting a preferred
customer card entitling me to free state inspections and $10.00 off of oil changes but I
haven’t received that either. I like to work fast. So what is going on with your people?

Do you want to know what the really ironic part of this whole situation is? [ could have
purchased a used van with low mileage and was already converted from AMS Vans for
about half the price I am paying to purchase a new van and have it converted, but 1
wanted something reliable because my mother is in a wheel chair.
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