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Dear My, Baker,
This letter is regarding a complaint with assigned 1D $240332.

[ fes! very sad to hear that there was a customer who left our restaurant dissatistied. Now,
after carefully reading the customer’s statement I would like to explain our restaurant’s
position:

Al rules and required actions for each cusiomer who has purchased Groupon (a third
purty web based company) are listed eithcr under “Fire Print” or “How to use this. "
Those 2 paragraphs are very well displayed and visible for customers to see, before they
murchase ong, after purchasing and on the final printed version of the Groupon they are
bringing 1o the restaurant in order to redeem.

Under “How to use this. " the Groupon states “call (412) 521-0728 for required
Friday or Saturday reservation, menticn your Groupon”. According to the customer’s
own statement, they arrived “in persun”. Now, even though this is not the required way @
Groupon reservation needs to be done, due to our desire to accommodate customers, we
would have gladly accepted the reservation if the customier had even mentioned (vequired
zgain) they had a Groupon. According to our hostess, the customer has never mentioned a
Groupon, at the time of the inquiry for a reservation, neither | can find in the customer’s
own statement such a claim. Here T would like to point aiso that the customer has never
told us to make a reservation but rather asked the hostess “whether we should make o
reservetion”. 1 find it very confusing that someone who has a document (Groupon
{ertificate) that clearly says what needs to be done is asking if he/she should do it the
way the document requires. So, our belief is that due 10 the way the customer was
inquiring for a reservation and because they didn’t provide us with the required
information, it was impossible for us to know that they would be using a Groupon and
also tead cur hostess 1o imply that a reservation might not be necessary. We were left
with the impression that those customers were some of many, many reguiar (non-
Croupon) customers whe call each and every day to ask if we are busy and they should
make 2 reservation or there will he g table available for them if they waik in. Here |
would like to explain two things:

- The reason a reservation is required is for a better customer service. We have no
control over when and which day a customer can come in 1o eat and use a Groupon and
we have close to 2,000 of them sold. In some cases on weekends that cap Jead to 2-3
hours wait and that will make cveryone unhappy, however if custormers are required to
more a reservation and mention Groupon, we can prevent such a disaster by asking
cusiomers to make a reservation for a different day. .

- Since & reservation for the weekend is required, our computer system (POS) was
sat accordingly. it allows the server access to the Groupon discount once the table is
recoghized as a reservation. Since this customer’s table did not have one and was not
recognized as one, neither the server nor the manager was in a position to do anything but
expluin the mivation. However, the customer would have never been in the position they
found themselves at the end of their meal if they hadn’t failed to follow yet another
rgguirement:
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Under "How to use this:” the Groupon states “Present Groupon (o server when
segted”. This requirement is dmigned as a fail-safe in case cusiomer was unable (o
follow the requirenents and using Grouron that day was no longer an option, the
customer would still have the choice to stay and dine-in without one or leave and come
back. According to the customer’s own statement “we gave them our Groupon after we
were finished with our meal” they decided not to follow this requirement, which is why
anforlunately they found themselves in that situation without the option to avoid it.

i:z summary, there are 4 things, directly related to the restaurant that a custorer is
eipved to do before using a Groupon:

1) Call the restaurant (customer did not)

2y Make a reservation (customer did not)

3) Mention your Groupon (customer did not)

4y Give Groupon to server at time of seating (customer did not)

Based on those facts, T believe that any inconvenience that the custormer might have
axperienced is not in any part due to the restaurant being in fault in any way.,

Also, what many customers don’t realize is that only a small fraction of the 258 for 60%
Centificate they bave paid to Groupon.com is given to the restaurant. So, practically we
give away iree food, up to 603 to all Groupon holders and it seems unfair for anyone to
see us as unwilling and unaccommodating towards our customers.

it all of the above has not convinced everyone that the restaurant is at no fault, we are
very much willing 1o try and do our best to satisfy the customer, such as:

- contisue communication with BBB

- meet with custemer in person for a more detailed explanation of our position (and
possibly win them as friends of our restaurant)

- explain our position to a mediator of customer’s choosing (different than BBB)

- Cugtomer can also chooese to return the 603 Groupon to Groupon.com, the place they
have purchased it from, for the full price.

We appreciate your attention in that matter,

Sincerely,
Bangkok k alcony Team

P am attaching a copy of a Groupon showing all the quotes I bave used above

P.F.8. The only e-mail we have listed on our website is for feedbacks as the name shows

1 gd,mﬁl\fu vangkokbalconypgh.com and is for feedbacks only, not for customer service,
customer support, Q&A or anything else.
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#3802773-0-1

$60 G}oupon fo Bangkok Balcc;ﬁy

.

Recipients: Redeemable aftar:
Sy Fe ‘ Jun 5, 2010 at 12AM
Expires On: LT - Redeem at:

ars

5846 Forbes Ave,

Fine Print: Pittsburgh, Penngylvania 15217

Limit 1 per person. Limit 1 per table. Valid for dine-in
only. Must use in 1 visit; no ¢ash back. Not valid
toward gift cards. Tax and gratuity not Included. Not
valid with other offers. Reservation required for Friday
and Saturday nighis.

Universal Fine Print:

. Ty
. . 4 N :

Nal valit for ¢cash back (unless required by law). Must uge in one visit. I"l" !* B
Daasn't cover tas or grefuily. Cant be comtined with other offers.

2365-2622

How to use this:

1. Print Groupon (or pull it up with our iPhone app

2. Call (412) 521-0728 for required Friday or
.o Soturday reservativn, Meaton v GrouBt;
3. Present Groupon to server when seated,
4. Enjoyl

Map:

*Remember: Groupon customears lip on the full
amount of the pre-discounted bilt (and tip
generously). That's why we are the coolest
customers out there.

Send Uz Your Pictures! .

WarR to win $1007 Etnaif craative plctures (or videost) of you redesming your Groupan to pictures@siraupon,com. Each month we'fl award
$100 in Grovpon crodit for oue favorite photal Keep in thind, by submitting & photo, you are giving ug permiaston to uas it on our Fiicks
stream, In our promations, or vn our website.

v
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