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H. L. Winman and Associates

475 Reston Avenue

Cleveland, OH 44104

9/29/02

Customer Service Manager

Carlton Software Associates

2120 Ferguson Loop

Chicago, IL  60546

Dear Customer Services Manager:

Reimbursement for charges connected with an Amaze 2.3 software defect

I incurred inconvenience and unwarranted charges after contacting Carlton Software Associate’s service department when we received your product Amaze 2.3 with a defective disk. The software is finally running on our computer, after two expensive technical support calls and special deliveries, and we request reimbursement for the expenses caused by CSA’s actions.

A week ago, I ordered Amaze 2.3 on 3.5-inch disks through Cottonwood Computers at 333 Main Street at their price of $395. Since we needed the software quickly, we used a courier service for overnight delivery. When I tried to install it, a message on the screen informed me that the first disk contained corrupt data, and the installation process was aborted.

In a call to the Costumer Service department, connected after having been put on hold for 13 minutes, your representative Kevin informed me that sending the replacement disk by courier would cost us an additional $30, because the software had not been ordered through CSA. He did not offer an alternative method for receiving it as quickly as we needed, and so we agreed to the delivery. When it arrived, it did not come on the ordered 3.5-inch disk but on a CD, which we could not install as the computer assigned to running Amaze 2.3 does not have a CD-drive.

In a second call to the same department, this time on hold for 17 minutes, your representative Andrea let us know that the needed files were no longer available on a 3.5-inch disk, but could be downloaded from the Internet. 

We downloaded the files, and now request compensation for the two courier deliveries, at $40 and at $30, since those deliveries contained disks that were either defective or wrong. We also ask you to reimburse us for the two long-distance technical-support calls at $13.47 and $16.20.

Sincerely,

James McXxxxxx

Engineer

