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February 12, 2009

Better Business Bureau of Metro Atlanta, Inc.

Attention: Fred T. Elsberry, Jr. i President& CEO
503 Oak Place, Suite 590

College Park, GA 30349

Re: Me c h a n i anplaint CAgainst the BBB of Metro Atlanta

Dear Better Business Bureau

Me c hani c 6 sfiling the follewing cowyplaint against your fBureaudwith
your fiBureauo.

In the interest of time and good customer relations, please respondtoMe c hani ¢c 6 s
via email at BBBHotline@MechanicsAir.com by February 20, 2009. Your prompt
response greatly enhances the chances for a successful resolution.

~

Failure to respond timely willresultina Ainon responsiveo mar k agai n:
our new public information and response web site atwww.MechanicsResponds.com

The allegations and complaints we are making against your Bureauare as follows

1. The BBB clearlyof aor paiymeg mhy e noBmembeasu f ees
who do not pay money to the BBB. In a recent online article dated January 29,
2009, The Lariat Online, from Baylor University says what we have been
complaining about for years,thei BB B R a (ake) lhngfsai r o . Pl ease s
link http://www.baylor.edu/lariat/news.php?action=story&story=55842
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Editorial: BBB's ratings unfair

Jan. 29, 2009

The Better Business Bureau has recently changed the way

in which it rates businesses. Now instead of the usual black
and white -- "satisfa ctory" or "unsatisfactory" -- ratings,
the bureau has adopted a rating system that yields grades
from A+to F.

The grading system is based on 16 different factors,

including how long a company has been in business, the

type of business and the complaint v olume, among other
factors. The bureau determines the importance of each

factor and distributes points accordly. Theses points are
added together and calculated in a formula before the

bureau bestows a business with a certain grade.

Though it may seem tha t having a wider range in the
BBB grade scale would provide a clearer and more

accurate assessment of businesses for consumers,

this hasn't been the case. Claire Taylo r/Lariat Staff
The new way in which the bureau has gone about (Click here for larger view)
assigning ratings is unfair to many businesses for

se veral reasons.

Instead of judging each business on a level playing

field, the system favors paying members over non -members.  From the start, non -
members are already penalized for their lack of membership to the BBB. Non -members

can never achieve an A+ no matter how perfect their business because the highest

ratings are reserved only for paying BBB members. The highest score non -members can
receive is an "A."

According to Richard Kitterman, executive director of the bureau's office that serves the Waco are a,
the bureau justifies its grading discrepancies on a stipulation required as part of the BBB's

membership. Kitterman told the Waco Tribune -Herald that members must agree to a binding

arbitration through the bureau in the event that a business is unable t o resolve consumer

complaints. Once this condition is accepted, members are allotted extra points, giving them a

ratings advantage over other businesses.

The double standard inflicted upon non -member businesses is hardly fair. For businesses that can't
afford to pay the membership fee, such as small family -owned restaurants or mom and pop stores,
money becomes the issue. Based on the size of the company, annual membership fees can range

from a minimum of $360 to thousands of dollars. Some businesses aren't able to afford an A+, even
if they deserve it.

How the bureau chooses to issue extra points is comparable to a student paying a teacher

for higher grades. As this practice would never be tolerated in the academic world, such

practice should also be conde mned in the business world.
Not only is the BBB's grading scheme designed to favor paying customers, it's also industry biased.
Businesses in certain industries, which include "online casinos, work -at-home companies and

sweepstakes," as reported by the T ribune -Herald, are subjected to point deductions. The reason is
these industries have higher customer dissatisfaction rates. It's obviously unfair to punish every
business in an entire industry because of the faults of a few.

Preconceived prejudices shoul  dn't have a place in the bureau's new rating system. Instead of
judging a business based on the members of its extended family, the bureau needs to judge each
business as its own individual. If a work -at-home company complies by the standards of the
bureau , then it should receive equal treatment from the rating system.

Another way points can be deducted is if the bureau has insufficient background information on a
business. Something as small as an un -updated e -mail address can cost businesses points. Befo re
the lack of information is factor into the grade, the bureau should notify the business a give them a
chance to respond, to send in updated or missing information.

It's not to say this new rating system isn't an improvement from the last. It does offer more
comprehensive grades. But for all the measures that the bureau has taken to give consumers more
information about businesses, it's actually doing consumers a disservice by allowing double

standards and bias to impinge upon it grading practices.

For the bureau to be a credible and fair assessor, it must reformulate its system and purge itself of

the double standards and favoritism that are present.


http://www.baylor.edu/content/imglib/79819.jpg

How is this fair? 7 fiHow the bureau chooses to issue extra points is comparable to a
student paying a teacher for higher grades. As this practice would never be tolerated
in the academic world, such practice should also be condemned in the business world.0

2. Next, Please see the following link for yet another news story on the BBB-
http://www.ecommercetimes.com/story/Does -a-Better-Satisfaction-Ranking-
Mean-a-Better-Company-65779.html

Does a Better Satisfaction Ranking Mean a
Better Company?

By Michael Sorkin
St. Louis PosDispatch
- [01/10/09 4:00 AM PT

Charter Communications was in the dog house with the Better
Business Bureau until the bureau's most recent customer satisfaction
ranking, which gave Charter an "A." Does that mean Chartetlsaw
error of its ways and started taking care of its customers? Not exactly.

Entering European Markets: A Challenging but Real Opportunity

Although the U.S. has a large Internet population, 79 percent of all Web users are now outside
the U.S. Online rethdrs have viable options for entering into international expansion mode,
particularly with respect to European markets.

So many customers were complaining al@liarter Communication®Nasdag: CHTR) two
years ago that thRetter Business Bureassued arextraordinary warning under this headline:
"Customers doubt Charter's commitment to service."

This week, the BBB unveiled a new grading system and gave Charter an "A."

But an A for what? Customer satisfaction? Not exactly, although the BBB says that's part
of its scoring.

As Charter's case illustrates, a company can get thousands of complaints from unhappy
customers and still get a good grade from the BBB.

Not Only About the Number

That's because the bureau's ratings depend heavily on how and how coisgbnies respond
to the BBB.

On Tuesday, the BBB site began ranking some 66,000 St. Louis area businesses with letter
grades ranging from A+ (the best) to F (the worst).
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The grading system "represents the BBB's degree of confidence that the businesgiisgap
a trustworthy manner and will make a good faith effort to resolve consumer concerns."

According to the BBB, 85 percent of the score is based on three factors: The number of
complaints, their severity, and whether the company makes afgitlodffort to resolve
complaints with the BBB.

Secret Formula

The BBB also uses 13 other facterincluding how long the business has been operating,
whether advertising is truthful, and whether it is BB&redited and "committed to BBB
standards."

The BBBsays its complex formula for combining all 16 factors into a single letter grade is
secret. The bureau doesn't want bloggers or other competitors stealing its formula.

As for Charter, the BBB's latest report says customers still are filing "numerouslaauisip
about the following:

Billing practices.

Referring customer bills to collection agencies in error.
Customer service.

Honoring service appointments.

Those allegations are reflected in the BBB's statistics, which show 4,129 complaints against
Charter during the last 36 months. That's more than double the number during a comparable
period two years ago.

Charter says a major reason for the increase is that the St. Louis BBB now gets complaints from
Charter customers across the country. Two yearstlagmnajority of complaints came from
local customers.

Charter is the nation's fourtargestcableoperator, with 5.1 milliortustomers.

Under the Gun

The BBB says executives from Charter's Town and Country, Mo., headquarters began meeting
regularly with the bureau after the BBB's warning.

"We have seen dramatic improvement,” says Michelle Corey, president and CEO of the BBB of
Eastern Missouri and Southern lllinois. Today, Charter answers all complaints and has resolved
all unresolved complaints, she adds.

The BBB's definition of "resolved" doesn't mean the customer is satisfied.
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For example, the BBB lists 1,269 Charter compkaabout billing or collection issues as
resolved, although customers didn't acknowledge any resolution. That could mean those
customers felt their problems weren't resolvear that they simply didn't respond when asked.

The BBB also questioned Chatteadvertising claim about a range of savings, but says Charter
agreed to modify the ad.

At the Bottom

Customer satisfaction surveys in the February iss@osumer Reportsmiagazine list Charter
at or near the bottom of each survey.

For bundled Interrtephone and'V service Charter ranked last 10th out of 10 providers. For
Internet service alone, Charter ranked 23rd out of 25. For phone service, Charter ranked 18th out
of 19. For TV service, Charter was 15th of 16 providers.

Charter says it is wonkg hard to improve service. It says CR's surveys are a year old with a
limited number of respondents and don't reflect recent customer service improvements. (CR says
it conducted its surveys last spring, with 30,164 to 42,939 respondents per survey.)

Another company with numerous complaints that still got a passing grBidecTV (Nasdaq:
DTV) of California, the largest U.S. satellite dish provider.

DirecTV got more than 24,000 complaints, the BBB says. DirecTV wg=llon Thursday as
having a G grade, down from a C the day before, the BBB says. Grades can change at any time.

The vast majority of St. Louis area companies got positive grades, Corey said. Of 66,526
companies, nearly seven of every 10 got arfbette.

There were 3,905 with an A+, compared to 2,519 with an F.

"We encourage people that aren't satisfied with a company that has a good grade to contact us,"
Corey says. "We'll be happy to get a resolution to the problem."

© 2009 McClatchyTribune Informaibn Services. All rights reserved
Why does the BBB have sucldouble standards?

Please sedhttp://atlanta.bbb.org/WWWRoot/SitePage.aspx?site=39&id=d2c 61947-
98b8-4b9a-a1a5605493094264 .

Why does the BBB have S dtorbetrandpaventtiu hasisngebdf c
own hallmarks of a good company? The BBB sounds| i k e ColomeeSainder so of
transparency,but your o wn BvwBeBi®roprietary RatingssForiula o . You
hammer our fir m f or bussthe BBBahasltheidowrisacdets! i s sues
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You tell customers the following information about our advertising:

http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=18000921

firhe BBB questioned this firm's advertised claims of "Mechanic's has become the most
trusted name in Air Conditioning, Heating, and Home Comfort" and "Superior quality
and service has fueled constant growth, making Mechanic's one of the largest heating,
air conditioning, and Home Comfort contractors in the Atlanta Metropolitan Area." The
BBB specifically asked for written documentation to support these advertised claims.
Also on this firm's web site it states "Our technicians stay up to date by completing
hours of Mechanic's training annually.” The BBB asked for information regarding what
type of training is given and would this training be deemed accredited. Although the
company did respond to our correspondence, they did not address any issue dealing
with their advertising.o

Yet the BBB does not hold themsel widten t o t he s
documentation to support these advertising claims 0 y et y o eatedlyaefusedto e p

put on your witerbsuppdrttoe vtitae ofur hundreds of satis
listed on www.MechanicsAir.com. At this web link:
http://www.airconditioningatlanta.com/Mechanics_Customer_Compliments.htm

You hammer waming c,r yoeutr nevier madaav reyaccrigditedotraining
claims. This is what | call the pot calling the kettle black. Thisis out ri ght fAmade
the BBB.

Why this double standard?

Please seéttp://atlanta.bbb.org/WWWRoot/SitePage.aspx?site=39&id=5205182e -
0e97-4f37-b37e-4c11c3ele98a

The BBB does not even followits o w nBBB Code of Business Practices (BBB

Accreditation Standards) 0 . Your o wh BeCloadsparestay s, A
Openly identify the nature, location, and ownership of the business, and clearly
discloseallpol i ci es, guarantees and procedures that

buy.o Wh y (tdedBBB) notifollow your own policies?

Yet the BBB does not mind hammering other companies on this issue:

http://consumerist.com/tag/mygallons/?i=5022061&t=bbb -says -mygallonscom -omitted -fact -in-
advertising -has-no-contract -to-process -transactions

BBB Says MyGallons.com "Omitted Fact" In Advertising, Has No Contract To Process
Transactionso

AThe Bureau i s ¢ 0n ogsadveriking chngains atntaterial oraigesipna
of fact. Specifically, while the website proclaims that any gas station in the US that
accepts credit cards will accept the My Gallons Card, however the company has
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informed the Bureau that no contractual agree ments to process the card have been
made as yet. o

Your web AndnosvthatgoursBBB isiusing letter -grades, we should warn

you: not all businesses in our area passed with flying colors, in fact, some should

probably be sent iteo Whyhdeyowpnotidiactose podhle public that f

only fpaying BBB Membersboc an get an AA+0 rating? I know
fprincipal!léds office

Shoul d t he BB® Start avysg wenlook aat foil our Paying Members 0
instead of your current slogan fiStart with Trust 0 ?

3. Our s o B8BReliability Réport 0 .
http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=1800
0921

fin complaints reported to the BBB, consumers allege: poor customer service;
misleading sales practices; being charged for services not provided; that the company
misdiagnosed the repair needed; and threats of liens, collection or arrest if the
consumer stopped payment on a check when the consumer thought the company had
made an improper diagnosis. Some consumers stated that the company would only
accept cash payments.

The company has responded to all complaints presented by the BBB. The company's
responses to complaints often requests consumers to complete a detailed series of
guestions. Additionally, the company's responses often provide signed affidavits from
their employees, suggesting that the consumers are not factual in their accounting of
the situations.o

You now give us anii F 0 ? Il s this because we are not memi
to get @Am i Ab6OtBedastpviet bave answered all compl ai
thefacttheBBB has never once showed us anything we
despite our huge list of happy and satisfied customers at
http://www.airconditioningatlanta.com/Mechanics_Customer_Compliments.htm  ?

In our MBBB Reliability Report 0 consumer sO caanny thhailnlgege That doe
i ttded

Why di d@BBoRelabilifyReport6 go from a fAsatisfactory rec
Aunsatisfactory recordd (now an AF0) after we
20077
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On June 14, 2007, even thowgh we were not a member of the BBB, our firm had a
Asafactory recordo with the BBB. Pl ease see

Our Pre June 2007 BBB Reliability Repwith a "satisfactory record"
Page 1

Our Pre June 2007 BBB Reliability Report with a "satisfactory record"
Page 2

Our Pre June 2007 BBB Reliability Report with a "satisfactory record"
Page 3

Starting June 14, 2007, we were solicited by the BBB to join the BBB for a fee. Because

of i naccuracies andé¢fanmitogiyomse ciom dg wr wfes ptuit o f
We did however, on July 6, 2007, notify in writing the BBB about these inaccuracies and

omissions. We alsorequested changes in certain details stated in and omitted from our

Asati sf act or yotreeeivingthd changes W regeested, we declined the

BBB6s offer to join.

On July 13, 2007, seven days after we sent the BBB our letter detailing the inaccuracies,
we received a letter from the BBB stating:

fWe have made the factual changes to your report as requested...0
It then went on to state that the BBB was

fi..reviewing the information we provide to be sure it is as factual as it can be for the
publicto view. . . 0

Incredibly, after receiving our letter and after receiving our denial to join the BBB for a
fee, the BBB placed derogatory, unfactual, slanderous, libelous and inaccurate
information about our company on the BBB 0 website as well switching our rating to an
Aunsati sf ac(owaryi B ecor d. 0

One of the itemsthe BBB took issuewith i s that we investigate claims through use of
documentation. The BBB believes this is improper customer relations. However, the
BBB uses this very same method with its own customers to resolve issues and
complaints. The BBB even stated this in a letter toour firm dated July 30, 2007. The
fact that the BBB thinks investigating and documenting a potential claim is improper for
our firm to perform is unacceptable to us.

Our report is still wrong for many reasons:

The report states what the consumer alleges yetfails to state what we allege. For
example, occasionally, a consumer just does not have the money for air conditioning
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work. However, they are hot and in need of air conditioning. So they call us out but fall
to tell us that we will not be paid for our work because they lack the funds.

Unknowingly, we do the work they request and they contract for. When it comes time to
pay, the customer either refuses to payor they write us a check that later bounces. In
each case, the customer claims they wes not happy with the service. Because they will
not let us back on to the premises and it appears they are receiving cool, dry air, we have
no choice but to file criminal charges and send them to collections. Stores prosecute
shop lifters. Gas stationsfile charges against drive-offs. There is nothing more you can
do with a person whostealsy our services or products for fre
defense is to take the offense and claim poor workmanship. The BBB does not look at

t he ¢ ust omeadhdclsorrefaosal to pay ds imputing criminal intent on the
customer. The BBB appears to believe that any customer has the right not to pay for
services rendered whenever they feel like it. We request that the BBB at least state
under each complaint what we allegethe customer did to us to provide a fair and
balanced report for a potential consumer to decide.

Thereportst at e s trésponsesstaicompfaints often request consumers to

complete a detailed series of questionso Appar ent | yfthiststatementis c | usi on
meant to taint our company by implying we generatepaperwork instead of resolutions.

This is remarkable considering the BBB itself
merits of an issue as evident30,B0p7.t he BBBO6s | e

Unfortunately, the BBB implies that investigating a claim or problem is bad. Instead of

stating: AMany companies do not respond to customer complaints or do not make a

serious attempt to understand or remedy the problem. This firm does the o pposite by

spending a lot of time and effort with paperwork documenting the complaint and any

resolution the company offers. 0 The BBB, or someone represent
cleverly written our report to spin the facts to a certain conclusion. Simply put,

someone came to the conclusion and instructed someone else to write a report based on

that conclusion. It is amazing since many other businesses do what we do. Recently, an
airline |l ost one of our employeeds bags. Il ns
employee had to list what was in the bag. It was a lot of paperwork and | am sure the

employee was frustrated. However, the paperwork seemed fair. Eventually, they got

their money but the airline made sure they were not being cheated. This is normally

conducted by a business to ensure thg: (a) understand the problem; (b) understand the

cause of the problem; and (9 fix the problem if it is at fault. Another common issue that

arises is when a customer calls us to fix their nonworking unit. We disco ver five things

wrong with the unit. The customer cannot afford all of the fixes and selects the fix that

is the cheapest and will make it work now. Even though we document our

recommendations and all of the problems with the unit, the customer still per sists. We

then fix the one item that makes it work. In one week, the unit fails again. The

customer now claims we need to fix the rest of the items for free or replace the unit.

This is not new. It happens with car mechanics. If you take your car infor an olil

change, and the car has a problem the next day, you assume it was the oil change
companyb6s fault. Of course the oil change <co
than simply replace your engine for free. (Seewww.MechanicsResponds.comfor the

growing list of bankruptcies of our competitors , some of which were former BBB

Members in good standing). Furthermore, we do not send a series of questions to all of

our customers. In fact, as of August 6, 2007, our responses contained no



http://www.mechanicsresponds.com/

fiseries of questions 0 t o t h e cTheBBB faiks to mention that. When
we do not understand the complaint, we send out questions. In addition, we take every
complaint seriously. We do not hide our head in the sand like other businesses. Surely,
the BBB ranks us high with the extremely thorough investigation we conduct with each
complaint?

Thereportst at e sredpdnses oftén provide signed affidavits from their employees,
suggesting that the consumers are not factual in their accounting of the situations 0 .
The BBBO0s own website mentions it works cl ose
governmental agencies. Thus, our firm and others are on notice that this agency is a
potential investigatory arm of the government an d we should make sure any complaint
filed on our firm has all the documentation necessary to show the government that we
have investigated this complaint thoroughly. By providing the BBB with all this
documentation, we can assure ourselves that the BBB wi present our side of the story
along with our evidence to the government. It is also very interesting how the BBB has
spun this fact. Apparently, it is important for the public to know that our firm

sometimes disagrees with the customer. The BBB has laosen not to list the other
positive aspects about our company like how many times we correct problems brought
to our attention and settle other claims. If we join the BBB and pay the fees associated
with this membership , will this change our report? We hope any governmental agency
or reporter reviewing this material thoroughly investigates the fees paid to the BBB and
how they decide to say what about a particular irm because you can bet we will during
the discovery phase of a lawsuit.(As you can see i nth is Complaint, Business es

across the county  are catching on to what the BBB is doing )
Inourreport,theBBBma kes statements AddidoealFile he heading
Information 6 t hat is false and misleading. The Bur

informati on about private individuals or private employees, which have nothing to do

with our firm. What is the purpose of this false information? The BBB is disseminating

i nf or mat i 8BB Reliability Raportftd under this heading conce
that we haveno relation to whatsoever! The Bureau is misleading the public by

implying there is some relationship, libeling us and damaging our company. Hopefully,

the BBB used a law firm with malpractice coverage to proof our report and hopefully any

lawyer or reporter who repeats these claims has deep pockets.

The report fails to add a link to our website. Again, the BBB will add direct web

l inks for fAmemberso who payawélo wleivrek ,§f avri | i n oro
member sd0 who do not pay Yy o WethomghttHeeurpssei p f ees.
of the BBB was to inform the public?

The BBB will not pPBRBtReliahiity Repdrtion K ocom uocurwe si t e
http://www.airconditioningatla nta.com/Mechanics_Customer_Compliments.htm in
order to give our potential customers a Afair

have been telling us about our services. Again, if we pay, the BBB will play.

The report fails to reflect our now 27,000 + happy customers. The BBB report does not
reflect the thousands (yes that right Athousa
0 u rSante Day Serviceb who are desperate to find relief
and cold, when no other company has gpointments available to come out. The reason

we can do this is because we pay people to stand around waiting for calls unlike other

services who set appointments in two to three days. It costs more and some clients can

wait three days and pay less. Thais their choice.

10
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4. Other issues we have with the BBB:

No one at the BBB seems to be able to make a final decision on the merits of a
complaint.

The BBB seems unable or unwilling to either point out to us where we have violated the
Law or our contract in relation to a matter, or to have the professionalism and the
courage to put a complaint to bed once and for all.

It seems no one at the BBB reads our responses, but rather just pushes a button on the
BBB6s new computer system.

The B B B @sstomiercomplai Nt processo seems to be nothing
endurance for both sides.

The BBB allows consumers to abuséde h e BsBrBogss

The BBB has failed to respond to ANY of our response letters requesting
assistance to resolve matters with customers

OQur unresolved complaints on the BBB6s websit
payments, bounced checks or refusal to pay list.

It is interesting how the BBB has never once pointed out to us where we have done
anything wrong or illegal. Furthermore, the BBB chooses NOT to see our many satisfied

and happy cusoommanypdsoexp@rience in the marke
their customerso (t he BBB wi | | n o BBB ReliabilityRepodt 0 | t ok oan o
web site

http://www.airconditioningatlanta.com/Mechanics_Customer_Compliments.htm in

order to give our potential customers a Afair
have been telling us about our services)b ut r at her the BBB chooses
slap our firm with an unfoponodedndunbBaj)isfacto

So, like any good reporter or govenmental lawyer, in 2007 we started wondering how

accurate the information was on our competitors. With the very first competitor we

looked at, in July of 2007, we discovered a local competitor, Ha mmo cHeadltisg and

Air not only had a reqgistered sex offenderworking at their firm but had his HVAC

license on probation with the State of Georgia. This wasvery odd because this firm was

not only a paying member to the BBB but was advertising extensively that they were

BBB certified. So we sent the BBB a letter in July of 2007 and the BBB stated they

would look into it and in vestigate. (Remember the abovehow the BBB placesnegative

| anguage on our firm on tterible iBBHOVE inedigatei t e abo
claims?)
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http://www.airconditioningatlanta.com/Mechanics_Customer_Compliments.htm

On December 11, 2007, we sent another letter to the BBB detailing additional issues we
had with not only with Ha mmo cbkit&av with another air conditioning contractor |,
Reliable Heating and Air. See a summary of the letter below:

Beginning of Letter

APl ease recall our | et
attention the fact tha
sexual offender working for them.

ter to you dated July 2
th eH aBnBnBodcsk G sn, gao onde skt earn da

http://services.georgia.gov/gbi/gbisor/SexualOffende rDetails.jsp?action=SexualOffend
erDetails&sexualoffenderld=559801LB6

We al so pointed out the fact that this compan

https://secu re.sos.state.ga.us/mylicense%20weblookup/docs/2002 1158 cn208513 0

02.pdf
https://secure.sos.state.ga.us/mylicense%20weblookup/docs/2002 1158 cn208513 0O

01.pdf

End of Letter

Even now, Hammockds get a fAD+0, @®stithamani cds ge
sexual offender working for them:

http://atlanta.bbb.org/WWWRoot/Repor _t.aspx?site=39&bbb=0443&firm=4000456

http://services.geordia.gov/gbi/gbisor/SexualOffenderDetails.jsp?action=SexualOffen d
erDetails&sexualoffenderld=559801LB6

After almost 19monthsof BBB fii n v eeBBB lppadppacemtlg dealt withh

Ha mmo ct&kassall degree,but has done absolutelyNOTHING in relation to Reliable

Heating& Aire x cept gi v e t hhe despitenle fait ve-sers the BBB
extensive public records showing the probl ems
Jape and Barbara Jape. The BBB hasgivnt he Japebés AA+0 and AA+O0,
constant problems and bankruptcies.

http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=7268

http://atlanta.bbb.org/WWWRoot/Rep ort.aspx?site=39&bbb=0443&firm=4004103

How much are they paying the BBB to filook the
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Here is what Dan Jape is advertising about the BBBIn his ads:

Who Do VT eIy e gy .1 e
0 Do You Trust Your'iomes'Heating & Cooling?
Reliable Heating & Air has been serving metro Atlanta since 1978 and has the trust of

thousands of your neighbors. Anytime you hire a contractor to perform work for you, you
should visit the Better Business Bureau at www.bbb.org and see if a business is accredited and
what their rating js. Reliable is proud to have an A+ rating and be fully accredited by the BBB.

A+ is the highest rating a business can have and it shows a willingness on our part
to provide our customers with a fair and honest business transaction.

i Call us today for the best service experience available. We will not disappoint you!

Public records to not indicate Reliable haveb e e n  a rsioca 19d® .i

http://corp.sos.state.ga.us/corp/soskb/Corp.asp?1320446

http://www.mechanicsresponds.com/Reliable%20Heating%20&%20Air%20Conditioni

ng%20and%20Dan%20Jape/Reliable%20Heating%208&%20Air Table Of Contents.ht

m

Again, what is going on?
Where is the BBB action?

Thesepeople are telingeveryon e t hat fullhaecyedited bg BBB 0 Does this
type of company live up to your BBB Code of Business Practices (BBB Accreditation
Standards) as listed at
http://atlanta.bbb.org/WWWRoot/SitePage.aspx?site=39&id=5205182e -0e97-4f37-
b37e-4c11c3ele98a

We have even put these records o fiReliabledand Dan Japeand Barbara Japeonline for
the BBB and other interested parties to seeat:

http://www.mechanicsresponds.com/Reliable%20Heating%20&%20Air%20Conditioni

ng%20and%20Dan%20Jape/Reliable%20Heating%20& %20Air Main Page.htm

http://www.mechanicsresponds.com/Reliable%20Heating%20&%20Air%20Condition i

ng%20and%20Dan%20Jape/Reliable%20Heating%208&%20Air Table Of Contents.ht

m

http://www.mechanicsre sponds.com/Reliable%20Heating%20&%20Air%20Conditioni

ng%20and%20Dan%20Jape/Reliable%20Heating%20&%20Air Court Documents.ht
m

It looks like Dan Jape operatesiRELIABLE HEATING & AIR, LLC onow.

http://corp.sos.state.ga.us/corp/soskb/Corp.asp?1320446
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http://www.mechanicsresponds.com/Reliable%20Heating%20&%20Air%20Conditioning%20and%20Dan%20Jape/Reliable%20Heating%20&%20Air_Table_Of_Contents.htm
http://www.mechanicsresponds.com/Reliable%20Heating%20&%20Air%20Conditioning%20and%20Dan%20Jape/Reliable%20Heating%20&%20Air_Table_Of_Contents.htm
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What is going on?

As of January 25, 2009, Look How The BBB of Metro Atlanta
gives an "A" and "A+" to Dan & Barbara Jape's "Reliables"
even though the BBB knows, or should have known, of their
many problemis (Records now upgraded to A+ and A+)

Is it because they have paid the BBB a lot of m@ney

Your organization has questioned our complaint handling , including the time period it
takes us to conduct an investigation. It appears it takesthe BBB at least 18 months to
conduct an investigation on Ha mmo ¢ tkesame investigation that took us about ten
minutes. Of course, during that delay, Ha mmo cwa®able to tell everyone he was a
member in good standing and we assume continued to pay fees to your firm. We have
noted his advertisements telling everyone such certification.

Please explain whyyour investigations take so long?

Why does the BBB not inform the public about
A brief two minute search on the internet turned up some interesting information on the
Japes aRellablesihh e @t a p pAetadr sa ntdhgeisle+ ofit ain di ngo BBB

members are in heavy litigation against each other, and that they are in Federal
Bankruptcy Court.

http://www.ganb.uscourts.gov/judges/opn/opn view.php?1d=928

The first sentence of the judgeds opinion tol
since 2005. Page 8 confirms they filed bankruptcy in 2005. Reading further in the

opinion, it goes on to state how they have intentionally confused the public as to which

company is which including using a phone number that is one digit off.

Yet, despite this, your firm deems it not an issue for the public.

We originally told you the following on Reliable a nd t h e Iti3 iateressng to rfiote

on your report on these two firms, your firm states it knows about this information

and considers it trivial.

Al n additi on , clear iméerstarigliBg h afsthe aompany's business, and the
businessisnotinan i ndustry which has raised significa
A T h e uBdBrBtands and hasno concerns about the company's products,

services and type of business. 0
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So, these two companies are creating warranties, signing contracts for service that
may carry them for a year and despite being in bankruptcy and possibly not being
able to honor those warranties (as we are sure your lawyers have explained to you
about bankruptcy and the fact that contracts may be voided), you deem it not an
important matter. Wow! What a great service you provide the public. It appears
these two firms, unlike ours , are paying you to be members. What a coincidence!o

Now it appears the BBB, |just ,Withan¥idsrainghei r r ec
eachso you dbob6dealavei th what Htonvenentdrutvo,ul d c al
about whatodos going on here.

http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=4004103

http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=7268

We have a few questions for your firm:
Why i s AR amembdi($) m goodstandingwi t h A APOs eac

Why does the BBB have one standard for our firm and another standard for Reliable and
Ha mmo ko6 s

It appears that until we pay the BBB money to belong to your firm, we will be
discriminated against.

On December 13, 2007 frustrated with the clear adv antage our bankrupt competitors
had on us,we wrote a letter to the President of the Atlanta BBB, Fred Elsberry, detailing
some additional issues we had and reasserting some prior issues:

Beginning of Letter

A é l.want to take this opportunity to further explain how our relationship with the
BBB looks from this side of the fence so you can have a clear view of the situation.

We look at the BBB as providing two services to the public:
Dispute resolution process i this allows for a resolution without liti  gation;

A certification or Seal of Approval that tells the public this is a good company and you
can deal with them in confidence. The BBB has checked them out.

We want to focus on the second one
It is one thing if you simply stated a company like Reliable or Ha mmo cikadrember.

It is another when you use words like:
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"Find Businesses You Can Trust"
ACreating a communi

ty of trustworthy business
ACel ebrating marketpl S

ace role model so
The public is trusting your judgment based on statements like these.

Furthermore, the message you give the public is that we have thoroughly vetted these
businesses and not everyone gets in the door. You state:

A F r &BB inception, businesses that apply to the BBB have undergone a detailed
review process and committed to abide by a set of ethical standards for marketplace
conduct . o

ABBB Accr edi t at iamlnotavery campaniiis aligibie. Businesses that
meet our high standards are invited to join B

Then you go on to state that not only do you have the resources to properly supervise
these firms, but that you continue to monitor them:

ABBB is the resource to turn to for objective
network of national and local BBB operations allows us to monitor and take acti on on
t housands of businesses issues affecting cons

ery BBB Accredited Business is monitored f
ndar ds o

So when you write us and explain your limited resources, and you display on your

website Principals of Trust and Ethics while stating you do have these resources, it

seems hollow to us when we are singled out and our competitors have free rein to

abuse consumers. The public reads these statements on your website and believes

them:

A BB B irley adwsar, most reliable evaluator and most objective expert on the
topic of trust in the marketpl aceo

The one thing that we desire is a level playing field; no discrimination; no favoritism;

no bias. Tell it like itis. Yet you give our competitors a free pass. We have only

started looking at two: Hammocks and Reliable. When we pointed outHa mmo c k 6 s
sex offender working for him or his license probation, you were unable to report

anything to the public for almost five months. What kind of protect ion is that for

families who have this individual in their homes? Do you know how much cheaper my
prices would be if I could hire sex offenders (who find it hard to get a job and accept

less) and did not have to pay firms for background checks on my peopl e?

End of letter
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Let me ask you again- What about Reliable? The judgeds orders
novel. Are you aware they have stiffed over one million dollars to

suppliers? They stiffed Bell South almost $100,000. Do you know how

much cheaper my pricescould be if | did not have to pay advertising? Did

you know Reliable stiffed Mingledorf {6 @n equipment supplier) for almost

$556,000? Do you know how much cheaper my prices could be if | did not

have to pay my suppliers? You ought to read the drug us, the criminal

charges, not paying employees health benefits, the violence. You ought to

read this stuff. We sent you copies of everything! Itis now online at
www.MechanicsResponds.com Did you know the two folks who run that

company filed bankruptcy in 690 and con
theyagan f il ed bankruptcy in 694 and compl
Reliable filed bankruptcy in 2005? Your website used to say youfiare

monitoring these folks o.

Fred, the BBB used to say things likethison Rel i abl eds BBB | i sting:
it he BBckarbhmaderstandng of the company's businessé.
A The uBdgBtands and hasno concerns aboutthe company's products, services

and type of business. o0

What accounts for the change?

Why doné6t you tell the public upfront w
MBBB accreditation does not mean that th
services have been evaluated or endorsed by the BBB, or that the

BBB has made a determination as to the
quality or competency in performing services. 0, as buried in your

web site? This is not what Dan Jape is tel

In April of 2008, we sent the BBB a packet of information on Reliable Heating and Air
Conditioning. This packet included court filed documents such as arrest warrants,
sworn statements regarding drug use by one of the owners, bankruptcy filings and
creditor motions.

F

We received a response from BBB6s President
t he B

BBB was | ooking into this however, with
provided to support ou r assertions, one would think the BBB would be all over this like
the heat on a Georgia summer night. We again urge the BBB to look into how their
service supports businesses in bankruptcy, using sex offenders, working with probated
state licenses, run bydrug users and violent individuals.

The BBB ismisleading the public. Please look at this! This wording is morally and may
be legally wrong!
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Since our last letter to the BBB, we havecontinued looking at our competition and
seeing just how wefmeasure upoand is the BBB membership ffairoand atrue
indication of fAa good companyo

We have recentlycome across what we believe was a forrer BBB member in good
standing, Carden Heating & Air Conditioning, Inc. Guess what? They are gone!
Bankrupt, with scr ewed customers. Please see the following link:

http://www.mechanicsresponds.com/Carden%20Heating%20&%20Air%20Cond itionin
g/Carden%20Heating%20&%20Air%20Conditioning,%20Inc.htm

http://atlanta.bbb.org/WWWRoot/Report.aspx?site=39&bbb=0443&firm=5000374

http://www.kudzu.com/merchant/reviews/716543.html

Carden Heating & Air Conditioning, Inc. Yellow Page Ad

Carden Heating & Air Conditioning, Inc. Bankruptcy Documents

We are in the process of checking outmore competitors on the BBB website to see what
we canfind. We will pass all information on to you and everyone else regularly & our
new information and public information web site at www.MechanicsResponds.comas
information becomes available. But of course, you can dothis type of work yourself if
you choose.

| beg you to look at what you tell the public and correct these statements to reflect the
truth! Please! You are certifying to the public that our competitors are great companies
when they are terrible. Consumers use them and not us and you are playing a role in
this. We did not like having cameras shoved in our faceson an ongoing basisthe last
two years, but we are well aware the BBB playda role intheseiit abl oi d journal i
escapades It is our Companyb policy not to talk with any news media, especially these
tabloid news agenciesthat apparently your Bureau is in bed with. There is one changei
For now on, we will publically defend ourselves against public slander and public
fichargesoon our public information website at www.MechanicsResponds.com All
issues dealing with our complaints with your Bureau will also be posted there. We are
going to offer the BBB a privilege you will not give usi We will post your response, or
lack of one, to this complaint on our site as well.

Really, it is not beyond comprehension that 60 Minutes or Dateline does a story on this.
You can already see all the reporters already catching on. We plan on sending them a
copy of this document and a link to our web sites also.

Think about it. It would be the end of your business if word got out that the companies
that paygetafreepassand t he o0 n egethanmared odyour @absite, reported
to government agencies, and turned in to local tabloid reporters. Please live by the
ethics and trust you espouse on your website. Fred, please put your dogma where your
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mouthis. Youré St ar t wshould belfairtosalt so we and the public,can ATr ust o
the BBB. Surely your lawyers would tell you the same thing.

When you are not checking ou your Members, as you now admit to on your
web site, tell the public something like this:

This company has pledged to use our dispute resolution process. This

company has su bmitted answers to questions and we have used limited

resources to check them out ,ifany .

We do not monitor them after they join until someone brings up a n issue.

We dondét check public records for bankruptcie

and criminal cha  rges. We encourage you to do so.

Also you need to say something about volume. If we service 1,500 customers a month
and generate two BBB complaints that is far different than servicing 200 c ustomers and
generating one complaint. You need to tell the public that you do not inspect volume
and that companies with bigger volumes might have more complaints.

It is amazing how long it physically takes the BBB to check out these issues on paying
members like Reliable and Hammocké, yet on us it was instantaneous. This is a serious
issue. You may hate us and wake up every day trying to destroy our firmbut at least
call our suppliers and find out who we owe! Find out about our Christmas parties for
our employees and suppliers. You would be surprised that wedo good things in the
community but we never advertise these things. Our religion prohibits it.

We are not as bad as you think and our competitors are not as good as you report.
Please correct these injustices while there is time.

As of the date of this letter, nothing has beendonetoRe | i abl eds BBB | i sting
they are a good company andhas diligently paid their fees to the BBB even though they

owe over a million dollars to creditors in Atlanta. This proves our theory that paying the

BBB fees gets you a good listing. One day, somebody is going to expose this injustice

and fraud.
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5. Our next complaint and issue with the BBB is best described in the following
news article:

http://www.courant.com/business/custom/consumeraitchdog0201,0,2798848.column?track=rss

Better Business Bureau Ratings Favor Dues-Paying
Firms

Watchdog | George Gombossy
February 1, 2009

Automatic TLC heating oil and Aiello plumbing are two unrelated Connecticut companies that have a lot in
common.

Both are under state investigation as the result of scores of customer complaints of improper and
unethical behavior.

Both have several complaints filed against them with the Better Business Bureau.

Both are dues-paying members of the bureau.

And both have A ratings: Aiello, of Windsor Locks, has an A+ rating (the highest possible), and Automatic,
of East Hartford, has an A- rating (until Monday it had an A+).

I initially thought that these two ratings were flukes. Even though | consider myself a skeptical reporter, it
did not cross my mind that their membership and annual fees to the BBB could have had anything to do
with their ratings.

But as some other consumer columnists also recently discovered, the bureaus' new rating system, which
all of the offices adopted Jan. 6, now shows their bias toward those companies that pay it dues. Those
annual fees range from hundreds of dollars to thousands, depending on the size of the company, and are
the nonprofit company's major source of funding.

Prior to Jan. 6, other than in test markets, the bureau only gave "satisfactory" or "unsatisfactory" ratings.

The ratings for the 4 million companies that the bureau tracks have since been changed to a sliding scale
going from F to A+.

Under the new system, only the 400,000 dues-paying companies can receive the highest rating of A+; the

remaining 3.6 million firms listed in its database can receive no higher than an A, the BBB has
acknowledged 0 but does not state on its websites.
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The BBB websites are also set up so that when one searches for a plumbing company in Hartford, for
instance, it defaults to only those that are members. One must change the default to all companies to get
a complete listing.

A spot check of several heating oil companies and plumbing firms in the Hartford area with fewer
complaints against them than Aiello or Automatic TLC, or no complaints, shows that all received lower
grades & B- or below.

The new rating system applies to all companies, even restaurants.

Take Max Downtown in Hartford, for instance, arguably one of the best known and most respected
restaurants in central Connecticut.

It has not had a single complaint filed against it with the BBB, but because it's a nonmember, it has a B-
rating. The reasons given on the BBB website are:

"BBB does not have sufficient information to determine how long this business has been operating."
"BBB does not have sufficient background information on this business."

The bureau does only limited research on companies it lists on its databases, and depends on the firms
0 members and nonmembers d to provide it with information.

Therefore, the companies that supply the bureau with data get better ratings, even if they have more
complaints 8 as long as they make an effort to respond to the complaints & than those companies that
don't bother to send in forms.

The ratings are skewed to those companies that either become members or voluntarily provide the
bureau with basic company data, even though their complaint history might be worse than a company
that doesn't.

BBB officials denied that the new rating system was developed to pressure more companies to become
dues-paying members and insisted that it was done to provide an easier way for consumers to make
informed decisions.

Based on the thousands of complaints | have handled in the past two years 8 many of which | sent to the
bureau 0 | think the new rating system is a step backward that invites skepticism about the bureau's
motives and grading.

The bureau does not have the staff to analyze properly the millions of complaints it receives each year,
much less keep track of 4 million companies and give them nuanced ratings. For instance, the bureau in
Connecticut has only a handful of staff members to deal with tens of thousands of complaints.

Perhaps that is why the bureau is not familiar with Max Downtown and why it rates as top of the line two

companies that, in total, have hundreds of complaints against them with state officials. The Connecticut
chapter had little defense for its ratings of Aiello and Automatic.
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Watchdog

"Your Connecticut Better Business Bureau is not a government agency and does not report on
government actions until a judgment is handed down," spokesman Howard Schwartz wrote.

"A government investigation does not necessarily mean a company is involved in any wrongdoing, only
that it is being looked into by the authorities. When an investigation is closed, however, and action is
taken and made public, that information may then be entered [by the bureau] into a company's Better
Business Bureau Reliability Report,” he wrote me.

Even though | have suggested that the BBB and the consumer protection department meet monthly to
discuss issues, the bureau does not use complaints to state officials for its rating system.

And as far as not knowing anything about Max Downtown, Schwartz wrote:

"With regards to restaurants and other businesses, they may, at any time, by telephone or online,
complete a BBB business profile, which provides information to the ratings system, which in turn may
increase the company's grade. Businesses that want to showcase their integrity, business ethics and best
marketplace practices may submit such information at any time."

Steve Cox, national BBB vice president for communications, defended the new rating system Wednesday
as a change that was four years in the making.

Cox said the BBB now uses a 16-factor weighted formula to determine what rating to give a company.

He said there is no question that companies that are accredited (dues-paying)receive higher ratings
because they have promised to abide by the bureau's high standards.

"We see Better Business Bureau accreditation as a strong factor" in whether a consumer should trust that
firm, he said.

The new rating system, he said, is intended to make it easier and quicker for a customer "to find a
trustworthy business.”

This is where the bureau and | disagree.
| think a rating system that is designed to discourage consumers from reading a complete report on a
company and focuses instead on a grade is a step in the wrong direction, especially when the grade may

or may not accurately reflect how much a consumer can depend on fair treatment.

For more information about the complaints against Automatic and Aiello, as well as the bureau's rating
system, please go to my blog at www.courant.com/ctwatchdog.
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Why is this the case with the BBB?

Why is the public not informed of these issues?

6. Our next complaint and issues with the BBB can best be found here:

http://www.wacotrib.com/news/content/news/stories/2009/01/23/01232009wacBett
erBizBureau.html

Better Business Bureau rating system questioned
Friday, January 23, 2009

By Cindy V. Culp

Tribune-Herald staff writer

The Better Business Bureau has launched a new rating system that it says gives
consumers better information about companies they are considering patronizing. But
local business owners and other critics say the new system may leave shoppers with
the wrong impression.

One point of irritation is that companies can
belong to the bureau. Worse, though, is that some of the criteria the bureau is using to
grade companies is irrelevant or unfair, critics say. For example, businesses can lose
points if the bur eaumaladdresaforttherhanfile a current e

Quick facts

A Busi n e sthavesto it @ mamber of the bureau for it to issue a report on them.
However, being a member is the only sure way to get a rating. For non-members, a
report is not issued unless the number of inquiries about them reaches a certain
threshold, a complaint is made or the government takes action against it. That's why the
reports on some businesses simply say "no rating."

A - When a business joins the bureau, or a repo
is collected via a written questionnaire. The bureau verifies facts, such as checking to
see whether a plumber is licensed.

A Locally, the annual cost of joining the bur
thousands of dollars, based on the size of the business.

A The bureau no | on gieWach he nearespoheyissin BelaQounty.f f i c e
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A Some 576 businesses in McLennan County are

A Iln 2008, more than 904,000 inquiricoausty to the
area that includes Waco. Most of those inquiries were from McLennan County. Those
inquiries were primarily for reports about businesses.

A Some 673 complaints against businesses were
area last year. Two of those complaints resulted in companies losing their bureau
membership.

Source: The Better Business Bureau

vl

Bruce Mohan, owner of Central Texas Lawn Sprinkler, talks about his experience with
the Better Business Bureau while his crews work on repairing a sprinkler system at
Baylor University Wednesday. Mohan thinks the bureau's new rating system for
businesses is flawed. (Duane A. Laverty photo)

Altés the most ridiculous thing, o6 said- Richar
based public affairs and communications firm.
anti-business or gani zations, not these people (at th
Bruce Mohan of Central Texas Lawn Sprinkler s

system until contacted by the Tribune-Herald. When he learned his business scored an
A, he wasndét happy.

When Mohanheard t hat the only reasons his company d
is not a bureau member and because the bureau supposedly does not have enough

background information on the 31-year-old business, he said it confirmed doubts he has

had about the bureau for decades. Any system that gives less than stellar marks to a

company that has never had a complaint lodged against it and is operating legally has

problems, he said.

24



AWedbre not one of those businesses that does
company. AWe do more than what ..wolufl dweév e ad d te d
in this industry and there are two positions

The system, which was launched this month, takes into account 16 different factors
ranging from how long a company has been in business to how many complaints have
been made against it. Companies are given a rating of A+ to F.

A new system was needed because the bureauos
busi ness fisat i sf ac tdamnotdgive consuniets erowgh infamatdoo,t or y 0

said Richard Kitter man, executive director of
area.

AThe ol d rating syst emgideicreédidterecreddawasgqueand | ow us
ding them whenitwasdue, 06 Ki tt er man sai d.

That might be, said Berman, whose clients are mostly in the food and beverage
industry. But the new rating system swings too far in the opposite direction, he said.

For one thing, 1tbés far too subjective, Ber ma

Berman pointed to six Taco Bell restaurants in southern California. None had any
complaints, yet their ratings varied, he said.

ARThese arcataeakibausi nesses, 0 he said.

Worse, Berman said, the new system penalizes businesses in certain industries. Those
include online casinos, work-at-home companies and sweepstakes.

Level of dissatisfaction

But businesses also have points deducted if they are in an industry the bureau thinks is
likely to generate a high level of customer dissatisfaction. Those include debt
negotiation companies, advance-fee modeling agencies and payday loan companies.

ATheybdbre supposed to be judging business
going to do, 0 Berman said. #Al.f thdgoode t
Better Business Bureau should be in the position of saying they look funny from the get-
go. o0

Ber mands other major concern about the system
the highest score. The bestnon-me mber s can do i s an AA. 0

His research revealed that companies with complaints against them fared better in the

ratings if they belonged to the bureau, Berman said. In some cases, it appears a single
complaint against a nonmember is what caused
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Kitterman, from the bureau, disput ed some of Ber mands cl ai ms. Al
only member businesses can at t-orplaydydteen,hbi ghest
said.

Such companies get extra points because a condition of membership is that they must
agree to binding arbitration through the bureau if consumer complaints cannot be
otherwise resolved, Kitterman said.

AOt her businesses who may be equal in all oth
we feel is important to consumers, o0 he said.

However, companies do not get protection from complaints because they are members,
Kitterman said. In some cases it may appear that way looking at the sheer number of
complaints alone. But the bureau takes into account the size of the business and
whether it tries to resolve complaints. Because of that, a large business with multiple
complaints that were resolved could fare better than a small one with just one
unanswered complaint, he said.

As for points being deducted due to a company
criterion since such businesses tend to shaft consumers.

Grading discrepancies

An examination of reports on local businesses revealed some of the controversial
issues.

The McDonaldbés on Hewitt Drive, for exampl e,
b ur e au 0,ghatrisdgrausetit does not have sufficient background information on

the restaurant and because it did not respond to a complaint. It was the only complaint

reported to the bureau in the three-year period used in the ratings.

On the flip side, Waco Dodge Sales, a bureau member, has an A+ rating despite having

seven complaints against it in the same time period. Six of those complaints were

resolved by the company and one was fAadmini st
felt the company tried to rectify the situation but was met by unreasonable demands

from the consumer.

Insufficient information

A finding of insufficient background information caused many local businesses to lose
points. In many cases, it is the only negative factor mentioned in a report. Even quite a
few member companies lost points because of it.

The | abel means the bureauds file on a bu

sin
Sometimes itds because a business withhol ds

e
d
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i'tds somet hisngt haes bsuirnrepalue naot having a cempany?o
mail address, he said.

Businesses can usually get the deduction removed by providing the bureau with the
missing information, Kitterman said. But it is up to companies to initiate contact. The
bureau doesndédt have enough staff to chase down

Ari s Gal ani s, owner of the 1424 restaurant i n
can lose points just because the bureau does not have updated files. Until he was

contacted by the Tribune-Herald, Galanis was unaware of the fact that his business has

a ABO0O rating. The report says itodés due to a |
information about how long the business has been open. The restaurant has no

complaints against it.

Larry Pirkle, owner of Texas Star Auto Repair, is also irritated that his business was

penalized for what he considersanon-l egi t i mat e r easonRo rlant ihnigs icsa
due to the fact that the business has only been open since June 2007. Since the bureau

wi || |l et a business join after a year i n oper
said.

Pirkle, a bureau member, said he worries that he could lose out on customers if people

dondt read down far enough in dhétregeebrtheobs:
rating. At the same time, he said he doesnodot

a business.

AProbably a | ot of young people donét even | o
Some companies in town, however, are generally happy with the new system. Carla

Hines is chief financial officer for Freddie

an AA+0 rating. While she doesnét think itds

something like a clerical omission, she likes the fact that the new system takes into
account multiple factors.

Satisfactory or unsatisfactory doesndét real/l
Satisfactory could mean that youdve just bee
ompl ained against you yet. o

O v

cculp@wacotrib.com

757-5744

What i s the BBBOSs respieomwsarticle t he assertions
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7. Our next complaint and issues with the BBB can best be found here:

http://www.wacotrib.com/opin/content/news/opinion/stories/2009/01/24/01242009waced
itorial.html

EDITORIAL: BBB's new rating system strikes us as rank behavior
Saturday, January 24, 2009

Struggling businesses in grim economic times are well justified in questioning the Better
Business Bureaubs new system of ranking busin
dubious, even self-serving criteria being used.

As Trib staffer Cindy V. Culp revealed in her Page One story yesterday, some business

owners d including hereinWacod are rankled by the BBBOS new
businesses, including rankings partially determined by whether a business is a dues-

paying member of 8 guess who? & The BBB.

Add further complaints about businesses reportedly harassed by the BBB to become
members so they can avoid possible ranking consequences, and you have a once-
worthy organization teetering on the edge of irrelevance and irresponsibility.

That s not how businesses should operate and
operate. We expect better.

BBB officials launched their new system this month, using criteria ranging from how
long an individual business has been around to whether it has an e-mail address.

That means a mom-and-pop business that lacks an e-mail addressand i snét a cham
member could consequently be scored low.

Cul pbs investigation revealed one | ocal
sufficient background on the business an
the only complaint leveled at it during a three-year period.

Business owners we know will tell you that a business that draws only one formal
complaint in three years must be doing something right.

BBB officialsd who dondét even have and 9adyitclkkeynhddaemd
enough staff to compile background information themselves. Fine. Then why is the BBB
rating establishments when it acknowledges ignorance of those very establishments?

Seems like someone should rank the BBB.

All ow us. The BBB6s cufThenorggsitzatiran emusan sl
going to scrutinize our business community or leave the business to someone else.
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Does t hharafldil By thie BBB to become members so they can avoid possible
ranking consequenceso ?
Is this what happened to our firm in June 2007 with your BBB?

8. Next issue and complaints with the BBB:

http://blogs.courant.com/george gombossy/2009/01/better  -businessbureau-heading.html

Better Business Bureau: heading downhill as a consumer tool

By
George Gombossy
on January 25, 2009 11:32 AM |

Since starting the Watchdog column two years ago | have been touting the Better Business Bureau as an
excellent tool (a tool, NOT THE ONLY TOOL) for consumer.

But unfortunately the more | study how the bureau handles complaints the less faith | have in the
organization.

The latest nail in the coffin comes from the consumer columnist for our sister paper - Los Angeles
Times - which makes a compelling case that the bureau is giving easier grades to members who pay
yearly fees than to non -members (the total column is at the end of my blog).

My first serious doubts began developing last year when the Connecticut BBB put out a press release
slamming a sport ticket agency operating in Connecticut. When the company complained, the BBB
quickly threw up the white flag, took the press release off its web site, but said it stood by what it said
in the release.

| told BBB officials to stop sending me press releases that they refuse to fully back. Their response was
to threaten to stop sending me all releases. Fine by me, | told them.

Then | started to notice that companies could outsmart the BBB by responding in any fashion to a
consumer complaint. The BBB would then report that the company responded, but the customer
refused to accept the offer - even if the offer simply said the company would talk to the customer, sort
of putting the blame on the consumer for the unsatisfactory outcome.

I will still tell pe ople to report issues to the BBB, but until the bureau has an independent investigation
of how it responds to complaints and how it rates companies, consumers should be real leery.

Better Business Bureau grades companies on a peculiar curve

paying the BBB to be listed as an accredited business appears to have
instant benefits in the agency's ratings.

By David Lazarus

Los Angeles Times
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January 21, 2009

If you check out Wolfgang Puck's Spago restaurant on the Better Business Bureau's website, you'll
discover that, under the organization's new rating system, the world -famous Beverly Hills eatery merits
a grade of B-minus.

Why? That's hard to say. The online report says the bureau has received no complaints about Spago
from customers and is unaware of any government actions against the restaurant.

Now check out the considerably less prominent Cafe Santorini in Pasadena. It too has prompted no
complaints to the bureau and has no government actions outstanding. It gets a grade of A -plus.

One big difference: Cafe Santorini pays the bureau about $350 a year to be listed as an accredited
business. Spago makes no such payments and is thus an unaccredited business.

The private, nonprofit Better Business Bureau insists there's no "pay -for-play” component to its new
rating system.

But a random search of the organization's database of about 4 million North American companies seems
to show that the roughly 400,000 accredited businesses, even those that get numerous complaints, very
often receive higher grades than unaccredite d companies with spotless complaint records.

"There is no guarantee that an accredited business will get an A -plus," said Steve Cox, a spokesman for
the Better Business Bureau. "But should they get an A-plus? The answer is yes if they uphold the
standards we espouse in the marketplace."

Then why do so many unaccredited businesses get significantly lower grades?

"l can't explain that,” Cox replied. "Clearly we need to do a better job in articulating what the
differences are."

The bureau announced this month that it would change its ratings to a letter grade system from the
previous "satisfactory or unsatisfactory" system.

"We wanted to get rid of any ambiguity,” Cox said. "A letter grade speaks to our degree of confidence
that a business operates in a trustwo rthy manner. We're talking about business integrity."

If that's the case, the Better Business Bureau may want to get its own house in order first.

The majority of the bureau's funds come from selling accreditation to companies. Depending on the
size of the business, accreditation costs between several hundred and several thousand dollars a year,
Cox said.

Accredited businesses are expected to uphold the bureau's standards for good conduct. In return, the
companies can use the bureau's logo in their advertis ing and marketing materials.

Panos Haitayan, co-owner of Cafe Santorini, said his restaurant's A -plus rating reflects its high -quality
food and service. "We earned it," he said.

Does he think Cafe Santorini would be rated A -plus even if it were unaccredite d?

"l would say so," Haitayan said.
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Nope. Cox said the highest grade an unaccredited business can get is an A. Only an accredited company
-- in other words, one that pays an annual fee -- can receive an A-plus.

This isn't spelled out anywhere on the bureau 's website. The site of its Los Angeles office says only that
"the highest rating assigned to a company is A-plus; the lowest is F. Between those two ratings are nine
others in order from higher to lower."

A B-minus, according to the site, "may relate to | ength of time in business, a past problem that's been
corrected, or something else that does not cause problems for consumers."

In Spago's case, length of time in business wouldn't seem to be a factor. The original restaurant above
the Sunset Strip opened in 1982. (Cafe Santorini opened in 1993.) If there were any past problems or
other issues associated with Spago, the bureau doesn't name them.

Puck couldn't be reached for comment -- he's in the process of opening yet another restaurant. But a
spokeswomansaid the B-minus grade was a surprise and that the company would be taking up the
matter with the Better Business Bureau.

Some companies get lower grades just for being in a certain industry. Businesses deemed to be rife
with scammers -- overseas lotteries, for instance, or online casinos -- automatically get lower grades.

The same applies for companies in what the bureau calls industries with “inherent problems," such as
payday lenders or credit -repair services.

A variety of criteria are applied to the gra ding of a business, Cox said, including an analysis of its
advertising and the amount of background information available. He was unable to say how these
criteria might be weighted in the case of companies that receive no complaints from customers.

Aside from paying annual fees, accredited companies are required to fill out a questionnaire detailing
their business practices. Cox said the bureau might approve accreditation without actually visiting a
company or experiencing its service firsthand.

"A visit to the organization could happen," he said. "But it could be a telephonic process."

An accredited business automatically receives a half -grade boost to its rating. A B -minus business, in
other words, will become a B.

But in my unscientific searches of compan ies in a variety of service -oriented industries, | found that
accredited companies almost always got A -pluses. Those that didn't often received an A or A -minus.

Their unaccredited kin, meanwhile, often made do with a B or B -minus.

A search for accredited t ravel agencies in L.A. produces 15 listings. All but two are A -plus operations.
One of the laggards, Southfares.com, received an A -minus after getting a single complaint from a
customer, which the bureau's site says the company resolved satisfactorily.

The other outlier, Lion of Judah Travel, received an A -minus after it "responded

to and gave proper consideration to most complaints." However, the bureau notes that "some
complaints are unresolved, meaning the company failed to properly address the complaint  allegations
or their response was inadequate."
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Compare that with another Los Angeles agency, All American Travel, which didn't pay for accreditation.
It earned a B-minus despite never having received a single complaint.

Which would you rather do business with?
Why does the BBB engage in tlesetypes of Business Practices?

Is the above news article true?
9. Our next issues and complaints with the BBB:

http://www.10tv.com/live/content/consumer10/stories/2009/01/23/bbb.htmI|?sid=102

Businesses Give New Rating System An "F"

Friday, January 23, 2009 5:04 AM

COLUMBUS, Ohio 8 The organization that rates businesses is getting a failing grade from
some of them.

The Better Business Bureau's new evaluation system is angering business owners who say
they can get low ratings even though they have few customer complaints, 10TV's Kurt Ludlow
reported.

The Bureau used to rate companies as "satisfactory" or "unsatisfactory.” Now companies
receive letter grades ranging from A to F. The grades are posted on the Bureau's Web site.

Greg Barnhart, the owner of a home-improvement company, is upset that he received a C-
minus rating even though he said he has never had a customer complaint in the three years
he's operated his business.

"l think it's misleading," Barnhart said.

Under the new rating system, the Bureau puts 16 criteria into a formula, such as volume of
complaints and company response to complaints. One of those criteria is length of time in
business.

Because Barnhart's business has been operating for only three years, his grade is lower than
for a company that has been in business longer.

The Bureau's Kip Morse makes no apology for the new grading system.

"The grades spell out very specifically what it is that's driving that grade down so a consumer
can see that," Morse said.

Barnhart worries that consumers will focus only on the grade itself and will not pay attention to
the factors determining the grade.
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"If I'm a consumer and | see a C-minus for a company, I'm instantly going to think that
something's wrong," Morse said.

The Bureau rates more than 4,600 businesses in central Ohio with the new grading system.
Watch 10TV News and refresh 10TV.com for additional information.
Related Link:

Better Business Bureau

Why does the BBB engage in this type of Business Practices?

Is the above news article true?

10.Our next issues and complaints against theBBB:

http://www.chron.com/disp/story.mpl/headline/metro/6227825.html

DAVI D ELLI SON6S CONSUMER WATCH

Questions greet BBBO0s new system

By DAVID ELLISON
Copyright 2009 Houston Chronicle

Jan. 23, 2009, 10:10PM

The Better Business Bureaub6s nat i ogradingdsgstermiorve ear |l i er t |

businesses doesnét appear to be making the mark in

So much so that the local BBB has asked for and received an extension on implementing the new system
until Feb. 1.

AWe think it has tremendous inequities,d said Dan
South Texas.

In short, the national group that thousands of consumers rely on to resolve complaints against businesses
and to help determine whether firms are reputable
ratings. Instead, businesses will be awarded letter grades from A-plus to F.

The new system assesses points based on 16 factors, such as the type of business and its business
model, how long a business has been in operation, government actions against a firm, paid BBB
membership and complaints filed.

Charges of o6pay to playéb
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Five cities 8 including Los Angeles, Santa Barbara, Calif., Albuquerque, N.M., Asheville, N.C., and West
Palm Beach, Fla. 8 tested a similar system that the nonprofit BBB is using as a model. According to
news accounts, the test projects received some complaints, including one that some Los Angeles
restaurants that pay BBB membership dues got higher grades than those with similar ratings but are not
members.

Rick Berman, president of Berman and Co., a Washington, D.C.-based public relations firm that
represents restaurants nato-playsystendée , He elfaest smawntigd aas ma tii
media blitz against the system.

Al really do believe this is all about money, 0 said Bel

Parsons disagrees with Bermands articl eingchiscommdntat i ng on
on the test system in the five cities instead of the program adopted for the rest of the nation. And he noted

that a businessédés membership in the BBB accounts for ol
rating system. ButParsons s ai d he doesndédt disagree with Bermanbds pr
some issues.

He said his bureau has been working to figure out how
members and at the same time report accurately on those who are not members.

run the risk of giving somebody we real

u l'y dono6t k.
y got problems and we are not reporting tha

t accur af

-

Yo
he

In Missouri, the Associated Press and the Springfield Business Journal have reported that businesses are
complaining they have received bad grades unfairly. According to the AP, some businesses also say the
BBB of Eastern Missouri and Southern lllinois has been using high-pressure and heavy-handed sales
tactics to force them to pay for accreditation, which would boost their ratings.

That BBB denies the allegations.

Bureaus

A spokesman for the Council of Better Business
the counci l

comment this week. But in a news rdedthe etng sysiem.

fiConsumers want more than marketing spin or a few comm
I

and rightly so, because given tough economic conditi on:
decisions, 0 sBBRO6SStiempr Cwxd rfieports provide detailed in
record and are based on our time-tested standards, in-depth research and the millions of consumer

complaints filed with BBB. 0

I n Florida, one of the agsedeteydéis t hat tested the system

Mi chael Galvin, of the BBB of Southeast Florida and th
complaints from businesses over the year that it has been using the test system.

Aln todayés worl d, the morhastdprotect anchimforin them, thenbattertieyh e c on s u |
are, 0 he said. AAnd with the business being an accredi
adhere to the excellence and the standards required by
We 61 | b @ towee hawlit plays out, here.

Does the BBB engage in fApay to playo?
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|l s the BBB6s system, all about money?

11.0ur next issues and complaints against the BBB:

http://www.columbiatribine.com/2009/Jan/20090111News005.a
sp

New BBB grade card 06a c

By T.J. GREANEY of the Tribunebs staff
Published Sunday, January 11, 2009

The Better Business Bureau recently announced it has given grades to 66,000 businesses in its Eastern
Missouri and Southern lllinois district, including Columbia.

Each business is ranked "A plus" through "F," based on 16 weighted . .

factors that include the number and severity of complaints made by Big hits

customers and whether companies resolved those complaints.

The Better Business Bureau in St.
Louis received a record 25,795

Michelle Corey, president and CEO of the St. Louis-based BBB, said ; . ;
complaints about regional businesses

the r_atings help make the data t_hey collect more'accessible to the last year, up 4.5 percent from the

public. "In the past we had provided a lot of detail about a company previous year. Seventy-nine percent of

in our liability report, ahdrtybe thagcomplainswererkesevdd. i t ei t her
unsatisfactory, 6 " she said. "And the public wanted mi
on O6What does that mean?d And eV gde) MgBBB listoniietieswithands t he
system because of school.” the highest volume of complaints:

All of the results announced this month are searchable on the (14 gg'ae)ViSiO” cable/satellite contractors

groupos Welsbbbbrg.e, stloui 2. Telephone service/cellular (2,865)

3. Internet sales and services (2,421)

But does the BBB have enough information to make its assertions? 4. Used car dealers (1,180)
5. Extended auto warranty processing
. — (1,116)
Ir_] the eyes of some local businesspeople, the criteria seem rather 6. Home construction/remodeling
flimsy. contractors (810)

7. Auto repair shops (553)
8. Auto renting and leasing (552)

For example, Columbia Transmission Service at 600 Vandiver Drive 9. New auto dealers (512)

received a "D minus." The BBB reports receiving one unresolved 10. Weight control services (337)
complaint about the transmission company over the past 36 months,
listing that as the reason for the low grade and noting the company Source: BBB

"did not respond" to the complaint.

But Lee Ailworth, general manager of Columbia Transmission, said Friday the firm was not aware of the

complaint and had only received a call last week from the BBB, which said a mailed complaint had been

returned to the sender. "How can we respond to somethi |
" T h at doscrakyi" n

Ailworth said he is not happy the transmission company was besmirched because of one unconfirmed
complaint. "We work very, very hard to please everybody that comes through the door, but, as you know,

35


http://www.columbiatribune.com/2009/Jan/20090111News005.asp
http://www.columbiatribune.com/2009/Jan/20090111News005.asp
http://www.columbiatribune.com/2009/Jan/20090111Newsindex.asp

candt pl ease ev askgdavhache thougheabautthe tetter grdtiee he said, "Wow,

you
Il 6m just in utter shock."

0
0

Corey said that in some cases one complaint is sufficient to downgrade a company. "If it was your

compl aint, youdd probably agr ee"Wefeal that évery caropany shoutde " i mp o

at least make a good-faith effort to resolve a complaint.”

Don Laird, president of the Columbia Chamber of Commerce, said this type of uncertainty is precisely
why his organization has never rated companies even though it has been asked. "I would have to say if

they go into that, I think theydre opening a can of wo

Laird chuckled as he searched the BBB online list for grades of local operations, including the city of
Columbia Department of Finance (C), Bass Pro Shops (B minus) and Amega Mobile Home Sales in
Ashland (B minus). Amega received that mark in spite of having been sued by the Missouri attorney
general and having a list of seven customer complaints in the past 36 months.

Laird said the systemis fr aught with potential problems. "Whoods t
crummy review and sort of torpedo their competitor?"

In addition, many businesses with the highest grades (A plus or A) also appear to be BBB-accredited,
meaning they pay a minimum $350 annual membership fee to the BBB. Corey said these businesses
must wuphold high ethical standards and are terminated

One of the accredited businesses, Columbia Hearing Center at 1306 S. Old 63, received an A. Owner
Robert Northup said the BBB helps resolve customer complaints from time to time. "Any business is
going to have a disgruntled person once in a while, and they intercede with us," he said, adding that he
usually resolves disputes with BBB help.

Northup said his family, which owns businesses in Columbia and Versailles, had not been aware of the
new grading system and plans to display the companyés
that gives people confidencet hat wedre going to honor their rules of

Reach T.J. Greaney at (573) 815-1719 or tjgreaney@columbiatribune.com.

Why does the BBB engage in this type of Business Practices?

Is the above news article true?

How the bureau chooses to issue extra points is
comparable to a student paying a teacher for higher
grades. As this practice would never be tolerated in the
academic world, such practice should also be condemned
in the business worl  d.
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l s it not the case the BBB is nothing more th
membership, and when they refuse, their businessesare attacked?

Please reference all documentation as listed online at
http://www.mechanicsresponds.com/BBB%200f%20Metro%20Atlanta/Me
chanic's%20Response%20t0%20the%20BBB%200f%20Metro%20Atlanta.ht
m in accordance with this comp laint.

We look forward to your promp t response, even though we know, in all likelihood, you
will not respond to this complaint.
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