Michael Bishop

2120 Holiday Lane

Lansing, MI 48917
517-321-4568

June 29, 2009
Discover Card
Attn: Customer service and resolutions

PO Box 30943

Salt Lake, UT 84130

Re: Discover card account ending in 7135
I usually do not take the time to write letters for matters that seem to be somewhat trivial but I felt my disappointment in how certain matters were handled needed to be voiced.  I have been a card member since 2008 when I transferred a balance from another card to take advantage of the 0% offer.  I had consistently made my payments on time (usually on-line) for several months until February of this year.  I went on vacation and thought I had scheduled my payment before I left.  I was mistaken.  I received my statement and all this became apparent at that time.  I immediately called in and explained my situation.  The customer service person agreed to credit me back the finance charges, reinstate my 0% rate (but not the late fee) which would all be reflected on the next statement.  At that time I also asked to confirm the expiration date of the offer.  I thought it was September.  They said it was actually August was when the offer would expire.  The next month I received my statement and there was a finance charge.  I called again and spoke to another customer service rep and they stated that the 0% had not been reinstated.  They said they could see that it was requested but had not been completed.  They said they would go ahead and get things corrected.  They said they would remove the finance charge but that the 0% rate would expire in June (not August as I had been told).  I asked them if I paid the balance (minus the finance charges they were crediting) if my account would be paid off.  They said as long as the balance was paid by June (9th or 13th not certain which date was quoted).  I made what I thought was my last payment on June 6th.  I received another statement which had both the finance charges that were promised to be removed and new finance charges.  I made another call to hopefully get this resolved for the last time.  I was told that there was nothing that could be done for me because the finance charges were supposed to charged since the 0% offer had expired in March.  I explained I had confirmed that the offer was good through June and no finance charges would be applied if paid before.  I was told there was nothing they could do for me.  I asked to speak to someone who could help me and was placed on hold to get a supervisor.  The supervisor looked over my account and stated they would not be able to help me.  I explained to them that this was what was quoted to me by your company’s employees on at least 2 separate occasions.  I also requested they should listen to the recordings to verify what was spoken to me.  They said they would not be able to do that and that they could do nothing for me.  I requested to speak with someone else and they said there was no one available who could help me.  I explained my disappointment in how I was treated (and mislead) and would make a payment but have to cancel the account.  They informed me to just “do what I had to do”.  So I am doing what I “have to do”.  I am making the payment on the account even though I do not agree it is due and am requesting my account be closed effective immediately.  I have decided not to do business with Discover now or in the future.  I can not do business with a company who chooses not to honor what has been represented by its employees.  In the future I would suggest either better training for your employees so they can give accurate assessments of accounts and the ability for your managers to have quick access to the recorded calls.  If your managers would have listened to the calls I made, they could have confirmed what was quoted to me.  I am a manager to a company that has a customer service department.  I have access to recordings and can listen in on calls as well.  If my employees are not saying the correct things, I correct it and make it right for all parties involved.  Also, I would never consider sacrificing the name and/or reputation of my company in order to make a point or to just follow policy.  This is what has transpired in this situation with your company; choosing policy over people.  Unfortunately, I am to the belief that this is not an isolated incident and that there is little concern with the overall outcome.  I can only hope that somehow this has raised some awareness of an ongoing need for improvement and that this letter will make its way to the capable hands of someone who can bring about the much needed change.
Sincerely,

Michael Bishop

