Tracy Smith, Volkswagon Customer Care.

We purchased a VW Golf 1600 SE from HWM in Walton on Thames in June 2003. The vehicle has been regularly maintained by their service department in line with the warranty conditions. 

During the first few weeks a minor problem occurred with the courtesy light above the dash board and the fault was corrected by a member of the service desk personnel.

Recently this light has been coming on and off intermittently and last week the slide switch dropped down from its position and then came away completely.

The car was taken to HWM and it then became clear that they no longer have the dealership and passed us on to another business in Hersham who were obviously not inclined to help as they did not sell us the car.  They did however give us an indication of the cost of the part but could not confirm it without taking the light unit out to see the part number.

They provided a telephone number for VW customer services and my wife spoke to Helen, explained the situation and after checking with a supervisor she was told that VW were not prepared to carry the cost as a gesture of good will.

We feel that this is a very poor decision. Bearing in mind that we no longer have any personal contact with the original dealership and that the part in question is not a working part and could only have been used a handful of times in the 26,000 miles the car has been driven. It is more than obvious that the part fitted during manufacture was faulty and has now failed completely and not as a result of wear and tear.

In view of this information and in the interests of good customer relations we wonder if you would like to reconsider and allow this replacement to be made  with VW bearing the cost.

We look forward to your email response. 

Mike and Debbie Farmer, 10 Esher Avenue, Walton on Thames, KT12 2TA.

