February 18, 2009

Apple Computer Inc.

1 Infinite Loop

Cupertino, CA 95014

Attention: Customer Service
Dear Apple Computer Inc.:
I do not know where else to turn with this issue, since I cannot find a customer service mailing address to send a letter.  So I am submitting it online to the general iPhone feedback form, and sending a letter directly to the headquarters of Apple, Inc..

I have been a customer of Apple's since my Apple to back in 1982, so 27 years now (wow).

I have always been impressed by the hardware, software, and support from Apple--always been first class.  That is until my most recent experience with an iPhone.

I bought two iPhone's back in September of 2008, one for me and one for my wife.  These phones have worked wonderfully up until the end of January, when my wife's iPhone began to show what appeared to be battery issues.  I used the online Apple discussion forums to research and troubleshoot the issue for two days to no avail.  Upon the suggestion of one more senior member of the forums I made an appointment at the nearest Apple store, which is at The Oaks, Thousand Oaks, California.  I anticipated this to be a review of the iPhone's troubles, and then a simple exchange since the phone is clearly under warranty.  However, this was not to be.

Upon inspection at the genius bar my wife was told our phone was out of warranty.  The diagnosis was the liquid censor indicator was flagged as well as the extreme heat sensor being flagged.  Other than normal use, my wife put her iPhone in a Griffin technologies armband to go running.  She did this once and then the battery issues began that ultimately brought us to the Apple store.  According to the genius bar at the Apple store our only recourse was to purchase a brand-new phone.  Our phone could not be traded in for a new one even though it is still under warranty, and we never submerged the phone in any liquid or exposed it to any type of extreme temperature.  Being presented with no other recourse, my wife went ahead and purchased a new phone, which we have now.  Needless to say, this is not the outcome I expected as the phone was still under warranty.  Furthermore, as I said, we neither submerged the phone in any liquid, nor exposed it to any extreme heat.  My suspicion is that the sensors are faulty, and therefore are rendering incorrect measurements. The malfunctioning phone is a hardware issue, not a user issue.
I have the original documentation as well as the original iPhone, and receipts for the purchase of the new iPhone.  I also have printouts of the steps I took from my Apple forums submissions. After reading so many positive experiences from others on the Apple discussion forums regarding their issues when taking their iPhone's into the Apple store, I was clearly expecting a better outcome. I would like to be reimbursed for the purchase price of the iPhone.  We did nothing to invalidate the warranty of the original iPhone and followed proper care and troubleshooting directions. The phone malfunctioned due to an issue that was not caused by our use.
Please advise us on what steps I should take to submit my receipt for the newly purchased iPhone, and the original iPhone, as well as the actual phone itself to receive reimbursement.

Sincerely an Apple customer for 27 years,

Bert Mahoney
5025 Thacher Road

Ojai, CA 93023

805-798-3430

berchman@mac.com
