Address witheld

Mr P Waring
Managing Director

Mazda Motors UK Ltd
Riverbridge House

Anchor Boulevard

Dartford

Kent DA2 6QH

Tuesday, 25 November 2003                                                       Ref. RX8- EP136
Dear Sir,

I am writing to you to express some of my concerns over my recent dealings with your company and its representatives.
Firstly, of course, there has been the whole debacle around pre-ordering the RX-8 back in February and then having the increasing delays in the promised delivery date. 
I believe this was handled quite badly with numerous promises and reassurances followed by further delays.  The final promise was for the end October/ beginning of November and now we are nearly into December.  

I hope you appreciate that buying a new car necessitates some forward planning in terms of arranging insurance, selling the previous car, perhaps arranging finance etc and a reliable delivery date is a prerequisite to these arrangements.

I didn’t get a delivery date until the beginning of November which is when I was expecting to actually get my car. It was a shock and upsetting to then be told that it would be a further 3 weeks.
As someone who ordered the car and paid a deposit to a dealer before you opened the order book, I expected to be one of the first in the list but I have communicated with other RX-8 owners (via the internet and Mazda rotary club) and found that people who ordered later than I, (even through the same dealer), had earlier deliveries than myself.  This really adds insult to injury and I would like to hear an explanation for this.  I emailed to Mazda assist about this but received no response.  
So here we are at the end of November - my car has now been sitting in the dealers for 6 days but I can’t pick it up because the paperwork that came with the car is deficient in some way.  I don’t know whose responsibility this is and quite frankly, I don’t care but the delay in the last few days has had a number of ramifications. Not only has it been very upsetting/disappointing but it has also lost me the buyer I had for my old car, has cost me a week of insurance, I have cancelled the warranty on my old car too early and I cancelled appointments yesterday afternoon as I expected to be  picking up the car.  
The dealer was not sure what was happening with the documentation, when I last spoke to him this afternoon because he couldn’t get any information from you. I have now been told by your Customer Services Manager, Mr. Twine that the problem won’t be fixed today.
In a perfect world I would have expected that Mazda UK would have given the dealer a speedy and firm idea of when the documents would be available and couriered them over, showing some measure of concern and urgency about the proceedings.  But no - the dealer could not get any information from you for most of the day and is planning to collect them himself.  With 40 frustrated customers waiting and nearly £1million worth of cars ready to sell, I really cannot fathom your attitude.

So this brings me onto your customer helpline, which I phoned today to try and get information.  They are all very nice, apologetic, polite people but they can’t get any information from you either and so are not ultimately useful.

I was so frustrated that I called Mazda UK today and basically pressed buttons until I actually spoke to someone in the head office. Ultimately, I believe this produced the call from Mr Twine.  Subsequently, the helpline office phoned to say they had been unable to get through to the head office and therefore had no information.  Isn’t it questionable that your own helpline cannot get through to your company?
So all this leads me to a number of conclusions.  Firstly, that the buying of a £25K new car should be an exciting and uplifting experience but this whole fiasco has been frustrating, stressful and upsetting.
Secondly, it seems that your organisational structure is designed to distance the end user from your company and stand the dealer between the head office and the customers, whilst being unable to communicate efficiently with either. This results in angry customers who are left in the dark and an embarrassed, apologetic dealer who can’t cover for the inability to get a clear reply from head office.

Thirdly, you ferry customer concerns through to your helpline which, though staffed by willing and friendly people, is rendered almost useless by its inability to access information from the head office.

Do you hear communications problems here?

If I could find another car with the attributes of the RX-8, I would certainly take my business elsewhere. But, as you know, it is a unique product and I wonder if your lack of concern for the Mazda buyers is based on the knowledge that the cars will sell themselves. You seem to have little interest in promoting end-user satisfaction or service.  This is a sad indictment of Mazda UK.

Yours sincerely

Yvonne Parkins M.A. Dip. C.O.T.

Cc
Rob Lindley, Dealer Operations Director


Chris Twine, Customer Services Manager


Mazda Head Office, Japan

Rob Lamb, Colindale Mazda
