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5255 Rockwood Ct. 

Salem Oregon, 97306 

 

January 7, 2017 

 

General Manager, Academy Ford 

Academy Ford 

1512 Academy Ave 

Colorado Springs,  CO 80908 

 

Dear Phil Long, 

 

I recently purchased an automobile from your business and was offered a service package. 

Although it was expensive, the service contract included repairs for any mechanical issue in the 

first year. I purchased it. I expected that if an issue did occur I would be able to bring in my car, 

have it fixed in a timely manner, and return to my life. In fact your sales people assured me that 

this expectation was reasonable because your service department was staffed by competent 

professionals. If that expectation had been met then the value of your service product would be 

commensurate with the costs.  

 

After a few weeks the check engine light illuminated my dashboard. My understanding is that the 

appropriate action is to get a diagnostic of the car, reset the light, and fix any additional issues. I 
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brought my car in to your shop. I explained to your service desk employee that the light kept 

coming on about ten to thirty seconds after the car was started and I would like it looked at. The 

shop reception area was chaos. The gentleman that took my keys appeared angry and aggressive. 

I asked how long the repairs would take and he suggested that the car would be ready in a day or 

so and let me know I would receive a phone call. As we are a one car family with children and I 

have to commute to work this presented a hardship. Regardless, I left the car. Three days later I 

had received no call. I contacted your shop after my family had run out of groceries. I was told to 

come in and check in person. Your people refused to check on the status over the phone. I 

walked six miles and when I arrived I was left waiting for half of an hour until the same brusk 

gentleman tossed me the keys. I went to your lot and found my car. It was now slick with grease 

on the driver's seat and steering wheel. There was a note “car started, light not on, no correction 

made.” I started my car, counted to ten, and watched the light come on.  

 

Obviously you have charged me a significant amount of money and not only failed to provide 

service, but provided myself and my family with hardship. I admit that I am frustrated by the 

entire experience. I mention this concern to let you know how problematic my interactions with 

your service shop has been. Hopefully this illuminates flaws that can be easily fixed and you 

keep the goodwill of your customers. Unfortunately, the likelihood of retaining my family as 

customers is remote. I’m requesting a full refund and cancellation of my service contract. Please 

don’t concern yourself with the check engine light. I took the car to Jiffy Lube and for twenty 

dollars and six minutes of my time they fixed it.  
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Sincerely Yours,  

Daniel Robert Webb 


