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Wed, Mar 8, 12:09 PM

to ddodge, adent

Good Morning Dan,

| am in the process of writing a note to someone at Audi Corporate and would like
to speak with the Audi area rep involved in my dispute prior to sending the letter.

| would like to send the letter out by tomorrow so if you would be so kind as to
forward that today, it would be greatly appreciated. Phone number and email
would be helpful.

| would also like written confirmation of the following facts pertaining to my
discussion with you and Allison on Saturday, February 25th.

1. During our meeting | told you that | had called both Audi of Buffalo and Paul
Miller Audi, priar to oil change #1 and oil change #2 and inquired about driving
the car over the 10,000 and 20,000 mile intervals. | inguired about this because |
was concerned about the length of time that it was taking to get service
appointments. We discussed the lag time at your dealership as you thought that
things had gotten betier, but Allison confirmed that customers are still waiting 4
weeks to get an oil change, longer if a loaner car is needed. We also discussed
the numerous trips | take back and forth between our place in NJ and Buffalo as
well as trips from Buffalo to Cincinnati to visit my son. | stated that both
dealerships told me | would be fine going over the allotted miles.



2. During the meeting you told me that | had missed the 30,000 mile service
interval. | was a bit puzzled about this and looked at you with a blank stare as |
was cerlain | had that done. | stated that there was no way | would have missed
2 oil changes and a 30,000 mile service interval and told you that | was going to
call around to a couple of places that may have serviced the vehicle and that |
would get back to you.

3. We discussed my recent move to Buffalo from NJ, the fact that | still had 75
boxes to unpack and that | may need some time to sort through the boxes,
especially given that my father was ill and the family has been at the hospital
2417

4. | asked for a copy of all service records on my vehicle and when 1 got to my
car | realized that you did not give them to me, so | came back into the dealership
and you had Allison print them off. She also highlighted the two oil changes that
were performed on January 13, 2022 and July 28, 2022.

5. We discussed the two major/deadly snow storms that impacted the Buffalo
area recently and how that hindered my efforts o get yet another appointment for
an oil change as the service light came on again. | reiterated that none of this
made sense to me as | was certain that | had another oil change on the vehicle.

6. We reviewed that | was in the car, driving down the 400, on the phone with
your service center inquiring about an appointment for both an oil change and
recall for a faulty camera, when another light came on the car. |t was some sort
of a malfunction light and the car starled shaking immediately after the light came
on. | took my foot off the gas a little bit and when | fried to accelerate again the
car kind of shifted back and really struggled to gain momentum. It was almost as
if | was driving over rumble strips. Naturally, | was worried as | was on a major
road with cars /drivers honking at me and the car was shaking. | drove the car
straight to the dealership and told the girl at the desk what had happened and
that the person | was on the phone with told me the car should be scheduled into
service on an emergency basis. That was over a month ago. | also stated that |
reported the incident to the National Highway Transportation Safety Authority as |
was in immediate danger of being in an accident.

7. | made you aware of the fact that we have owned 5 Audi's (most recently 4 and
that one of them was purchased through your dealership), 2 Porsche's and a VW
with in the past 10 or so years and that | was quite surprised that the dealership
and the Audi rep were not willing to honor the car warranty, especially given that
we have been loyal Audi/Porsche/VW customers for quite some time.



8. On a subsequent phone call you had asked if | found the receipt for an il
change and | stated that did not. | reviewed my conversation with Andy Kless, at
Kless Boys in Delevan, NY (this is one of the places where | thought | may have
had the car serviced) and that Andy felt very strongly that the car's warranty
should be honored as he has never heard of an engine seizing for going over the
‘recommended” miles for il changes. He has seen cars go for 20,000 miles
without an oil change and the engine doesn't seize. He offered to make an
inguiry on my behalf as this issue seemed as puzzling to him as it did to me.
Knowing that he, and his brothers, are very skilled mechanics, who have built a
business with a solid reputation, | accepted his offer. He called me two days ago
to see if anything had transpired and | told him all | have so far is an offer for
discounted service - 15% off -similar to what one would receive with a coupon in
the mail. He suggesied | continue to pursue the matter further as the discount
only amounted to $1,300 which barely reduces the overall cost of the repair.

9. The final matter that we had discussed was the possibility of purchasing a
new car. | asked what it would cost to get me into a new car, as | did not feel
comfortable driving a car that literally almost stopped in the middle of a highway.
There was no discount on the trade-in and the purchase price of the new vehicle
was at list. Once again, | stated my disbelief that Audi wouldn't do more to rectify
the situation and you said that you could probably discount the car a little bit.

Dan., if you agree to what has transpired please confirm the details above asap. |
am trying to rectify the situation once and for all and would like to expedite things
in a timely fashion. Also, please provide the contact info for the Audi rep.

Best,




Thu, Mar 9, 12:38PM

to ddodge, adent

Good Morning Dan,

Just warited you to know that | did receive your voice mail yesterday and | am
glad that things seem to be moving in the right direction.

| did find a receipt for service that was done on the vehicle on September 29,
2022 at Audi of Buffalo. The service was supposed to be for an oil change
(recommended 30,000 mile service that was missing) and repair for a TPMS
light. | don't recall exactly what that was but | ihink it was a warning light that
came on. | had driven the car right to the dealership when the light came on and
asked if someone could take a quick look at it. Of course, | was told that an
appointment would be several weeks out. | remember a conversation | had with
the woman who took the call. | couldn't believe that a warning light would come
on a car and the customer would be told they had to wait over a month to have
the car serviced. | was concerned about driving the car back and forth from NJ




to NY and did not want to have any issues. The woman was very nice, and very
honest. She said that you were having an extremely difficult time getting
mechanics. She said that no one wants to work and that you just didn't have the
staff. | appreciated the honesty and booked the appointment.

Fast forward 5 weeks later - | brought the car in, it was in the shop for 7 hours,
both services were free of charge as one was under warranty and the other
covered under my Audi Care package, but only one repair was done! | had no
idea that the 30,000 mile service was not done as requested until | found this
receipt the other day. That is why | told you at our initial meeting that it was done
and all of this did not make any sense to me, because as far as | knew the
service was done!

Dan, | have to tell you that | am pretty upset right now. Downright irate actually.
When | picked up the car | just assumed that all of the requested work was
performed. | didn't owe any money so | just came in, got my keys and left. |
would've never thought that | had to visually inspect the invoice to make sure that
all of the work requested was performed. | mean really, who does that?!

Additionally, 1 think you can recognize that Audi service reps are trained to
"service the heck" out of these vehicles. How could they miss this? The answer
is that the reps at your dealership are not on top of things. From what |
understand, and from my own personal experience, the service department is a
complete disaster. You don"t have skilled mechanics, you can't get an
appointment, people don't write things down, etc. Honestly, this is probably why
the folks at Towne sold. They couldn't handle it and left West Herr with a mess.

Having said that, West Herr bought a going concern, an ongoing entity. You may
not like having te honor the warranty but that does not absolve you of the duty to
honor the obligation. You did not change the name. you did not change the
people, you did not change the process. West Herr did assume the assets and
the liabilities, and they do not get to walk away from this and leave the customer
hanging.

| did everything | possibly could to maintain this car. It was serviced every 6
months, | had requested service that was not done, | had to wait

excessive amounts of time for said service, | was told that my car was safe to
drive while waiting for service, and | could have been killed or seriously injured
when it gave out on a dime, so to speak. My car is under warranty and 1 expect
the warranty to be honored.

| have no control whatsoever over how the Audi dealerships are run. | will tell
you that since | was made to feel as if | had to prove every single thing that |




have said, | decided to do a little test the other day to help prove my point. |
called Audi of Buffalo and requested service on a Q5. 1told the repitwas a
30,000 mile service and | booked the first available appointment - April 20th!!!]
Your time frame has not gotten better as you indicated at our meeting, it has
gotten worse! Covid has gotten better but things at Audi of Buffalo have gotten
worse. Seven weeks for an oil change is unheard of. The Audi manual highly
suggests, in several places, that the cars be serviced through Audi as they
cannot guarantee the work of outside service providers. We have been loyal
customers who have spent upwards of $450,000 - $500,000 on vehicles with
Audi/Porsche/VW and we have a proven history of servicing our vehicles through
Audi. This is not how we expect to be treated. (Side note, the appointment was
booked under Jamie Lawrence and you can go ahead and cancel it.)

As | mentioned previously, | now know that | have to prove everything | say
because no one at West Herr or Audi wants to accept any responsibility for
repairing the car, so | made a point of recording the conversation with the service
rep. Sure enough, | asked if | was okay to drive over the allotted miles because |
was going on a trip, and | was told yes! There's my proof! | haven't
misrepresented one thing I've said and | am beyond mad that | have to spend my
time dealing with this garbage!!! My father was near death and | had to take time
away from him so that | could deal with this crap. That is unacceptable and |
would hope that Audi Corporate does not want this kind of publicity out there,
because that is exactly where we are. | am going to make my experience the
most public experience in the history of Audi. I'm that mad.

| will also tell you that the service rep did not ask me anything about the current
recall for a rear view camera. | note this because a) they are supposed to and b)
because | also called Paul Miller Audi in NJ and requested the same service and
their reps did follow protocol and asked about servicing the recall. Interestingly
enough, they have improved their lead time to get service from 5-6 weeks during
Covid o 2 weeks post Covid. (I recorded that conversation as well.) | am
pointing that out because it shows that there is still an issue with the service
center at Audi of Buffalo and the customer should not have to pay the price for
things that are out of their control.

Dan, as | stated at the beginning of this letter, | am pleased that the issue is
finally receiving the attention it deserves. | have more facts that | can argue, but
quite frankly | don't think that | should have to present them at this point. | have
certainly given you enough information to do the right thing. The car is under
warranty, the car was serviced to the best of my ability, the errars all fall within
Audi of Buffalo, and | expect the warranty to be honored. | am more than willing
to pursue legal action if need be, but be aware, | will have this tried in both the
court of law and the court of public opinion. Social media, You Tube, news



shows, blogs, word around town, filing a complaint with Paul Stasiak at the
NFADA, you name it. | am beyond mad and | am ready to act on it.

Please let me know you thoughts on this within the next few days. | need fo have
a game plan, | need to have a car, and | need fo move on from this experience.

Best,
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