Scenario

AAWD is a small Web development business who has developed a reputation for building, hosting and maintaining quality Websites at an affordable price.  AAWD has been in business for 5 years and currently host and maintain websites for 30 clients.  

A few months ago AAWD’s Web hosting service provider WH1 decided to increase the price of their services by a substantial amount.  To remain profitable AAWD passed this increase onto their customers.  The customers did not take this increase favourably; as a result 4 customers took their business elsewhere.

Concerned at the possibility of losing more customers, AAWD set out to find a Web hosting service provider who offered better value.  AAWD came across WH2 who offered them a 24 month plan with a number attractive benefits including technical support 24 hours a day, 365 day a year.  

In order to secure the deal WH2 offered AAWD a state of the art network printer (with free installation), and a 50% discount off the monthly instalment for the first 3 months.  AAWD accepted the contract.

One month into the contract and AAWD are unsatisfied customers.  Please read the conversation below between AAWD and WH2 help desk support. 


Conversation between AAWD and WH2

	
WH2:
	
Thank you for calling WH2 billing enquires, you are speaking with Jack. 

How I can help you?


	
AAWD:
	
Good afternoon Jack, this is Mark for AAWD.  The reason for my call is in regards to the recent monthly billing instalment I have received from WH2.

Just over a month ago we switched to WH2.  The printer which was provided and installed into our office did not operate.  Upon reporting this issue, a technician was immediately sent out to investigate.  He arrived within an hour of reporting the issue at 10:15pm, very impressive service.  Within no time he had the printer operational.  The technician replaced a faulty printer network interface card.  

I have now received our first monthly instalment.  At the time of signing the contract with your organisation, we were promised a 50% discount for the first 3 months.  The invoice I have received reflects no discount.  In addition we have been charged an after-hours call out fee for the printer issue, we have not been charged for parts or labour.






You have now been placed in the Jacks position, Jack is the WH2 representative on the phone.  Detail your response/actions:

	
WH2:

	


















































