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olkswagen races to detail refit plan

BY ANDREAS CREMER
AND BARBARA LEWIS
REUTERS

BERLIN — Volkswagen is under
pressure to give details within the
next week of its plan to refit up to 11
million diesel vehicles, with its U.S.
chief due to testify to lawmakers on
Thursday and German regulators
also demanding swift action.

The German carmaker needs to fix
software that allowed it to cheat emis-
sions tests, the discovery of which has
sparked the biggest business crisis in
its 78-year history.

The scandal has wiped more than a
third off Volkswagen’s share price,
forced out its long-time chief execu-
tive and rocked both global auto mar-
kets and the German establishment.

Europe’s biggest carmaker said on
Thursday it would take several
months to get to the bottom of who
was responsible for the software, al-
though it promised to “inform the
public in regard to solutions found for
the problems next week.”

But analysts say it could be a chal-
lenge to do the refits without leaving
owners with vehicles that deliver di-
minished fuel economy and perfor-
mance, or require more maintenance
— problems that could potentially
multiply lawsuits against the compa-
ny and further sully its reputation.

In a sign of the complexity, Bel-
gian car importer D’Ieteren told Re-
uters it had not heard any technical
details about the refit yet, and that
Volkswagen had committed only to
having a plan set by the end of this
month.

Volkswagen said on Friday it was
taking time to come up with solu-
tions because automatic and manual
vehicles and models with different
engine categories needed different
fixes.

In the coming days, the carmaker
will launch country-specific web-
sites where customers can enter de-
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A worker from the SEAT factory, under the Volkswagen group, works
on an engine of a SEAT Leon car, in Martorell, Spain, in 2014. About
700,000 of the 11 million diesel engines involved in the Volkswagen
emissions scandal were manufactured by the company's brand Seat, a
spokesman for the Spanish unit said recently. Volkswagen is under
pressure to give details within the next week of its plan to refit up to 11

million diesel vehicles.

they’re affected, it said.

In the meantime, customers and
dealers are seething.

“There’s been no news whatsoever
from Volkswagen, from the dealer,
any letter, any phone call, nothing
whatsoever,” said Giacomo Corrado,
who lives outside San Francisco and
leases a diesel Golf.

Bradley Hoffiman, chairman of the
American International Automobile
Dealers, said Volkswagen had not
communicated well “out of the gate,”
although he was confident they would
ultimately make things right with
customers.

“T want them to get off their you-
know-whats and handle this thing
swiftly and correctly. But I know they
will,” he said. “This is urgent for them
because it’s a public relations night-
mare ... They’re still in assessment
mode.”

lost more than $30 billion in value
since the crisis began, dipped to a new
4-year low of 91.60 euros on Friday.

"Two-speed response

The scandal has thrown the spot-
light on problems with the availabili-
ty and quality of official emissions
data that campaigners have com-
plained about for years.

The U.S. Environmental Protec-
tion Agency, which announced Volk-
swagen’s cheating in diesel emissions
tests on Sept. 18, provides detailed in-
formation on vehicle performance in
tests. Published data from German
counterpart KBA, upon which some
other national bodies rely for tests on
Volkswagen vehicles, do not break
down the test performance of indi-
vidual vehicle models.

Asked whether there was any way,
other than asking the manufacturer,

model complies with EU rules, a
spokesman for the KBA said: “I dont
think so.”

U.S. authorities have generally
been quicker to respond to the crisis
too, leaving Europe open to the charge
of letting down consumers and being
too close to its struggling car industry
— a key source of jobs and export in-
come.

The EPA, which said on Sept. 25 it
would toughen tests for all carmak-
ers, will scrutinize at least 28 diesel
models made by BMW, Chrysler Gen-
eral Motors, Land Rover and Mer-
cedes-Benz, the Financial Times re-
ported on Friday.

A TU.S. congressional oversight
panel said on Thursday it had called
Volkswagen’s U.S. chief, Michael
Horn, to testify on Oct. 8, while more
than 30 U.S. state attorneys general
have banded together to conduct an
investigation into Volkswagen, New
York Attorney General Eric Schnei-
derman said on Friday.

European authorities are seeking
answers too. Germany’s KBA has set
Volkswagen an Oct. 7 deadline to
present a plan to bring diesel emis-
sions into line with the law.

But the response in much of Eu-
rope has been slower.

French prosecutors only opened a
preliminary inquiry into Volkswa-
gen on Friday, whereas the U.S. De-
partment of Justice was reported on
Sept. 21 to have started a criminal in-
vestigation.

European carmakers are lobbying
hard to limit the fallout from the scan-
dal, which they fear could lead to
costly regulations and hit sales of die-
sel vehicles — which account for al-
most a half of sales in Europe com-
pared with a small fraction in the
United States.

In a letter dated Sept. 29 to the Eu-
ropean Union’s council of ministers,
the European Automobile Manufac-
turers’ Association said manufactur-
ers would need until 2019 to fully meet

tails of their vehicles to find out if Volkswagen shares, which have for the public to find out if a specific some new pollution limits.
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What to

do about a
bad online
review

o matter how hard a

business tries to

please every custom-

er, it’s inevitable
that at some point a customer
will be dissatisfied with the
product or service they re-
ceived.

In today’s world of broad-
casting our opinions and emo-
tions on social
media, it’s com-
mon for those
unhappy cus-
tomers to post
their dissatis-
faction for the
world to see. If
you are the DEB
business owner,
negative re- NEUMAN
views can really BACKTO
hurt your feel- BUSINESS
ings and your
business. But there are ways
to lessen the damage.

DO take a deep breath and
step away from your comput-
er.

It’s natural to want to vent
your frustration, defend
yourself and reach out for
affirmation on social
media. Vent privately to a
friend, family member or
trusted customer instead.

DO NOT panic and think
that your business is ruined.
Consumers are pretty savvy.
We’re all used to seeing nega-
tive comments and generally
take them with a grain of salt.

DO contact the customer (in
private) to offer an apology
and resolution.

DO NOT go online and men-
tion that a customer said nega-
tive things about you in an ef-
fort to try to explain the situa-
tion or to seek support.

It’s natural to want to vent
your frustration, defend your-
self and reach out for affirma-
tion on social media. Vent pri-
vately to a friend, family mem-
ber or trusted customer in-
stead. Otherwise you’re only
causing more damage by mak-
ing more people aware of a
complaint they likely never
saw in the first place.

It’s sort of like when you
scratch a mosquito bite be-
cause you think it will make
the itch go away and you’ll feel
better. Instead, it just spreads
the poison and makes it worse.
Don’t scratch it! Take the high
road and let it be.

DO NOT delete the comment
unless it is completely inap-
propriate or offensive. If you
delete the comment, you only
will fuel the fire and make it
appear that you are not profes-
sional or “owning it.”

Customers want to be heard.
If you delete a comment they
likely will take to social media
to complain even more about
you, further damaging your
reputation.

DO NOT get defensive or try
to blame the customer. Even if
the customer is fully or par-
tially to blame, you only will
make the situation worse if
you begin a “he said/she said”
campaign.

DO comment on the negative
review. Thank the customer
for their feedback and offer a
genuine apology. Ask the cus-
tomer to contact you so that
you can make it right.

DO build your online repu-
tation. Ask your loyal and
happy customers to post posi-
tive reviews about your busi-
ness. This will help to offset
any negative comments.

DO ask the customer who
posted the negative to remove
it themselves or add a com-
ment when and if you resolve
the problem with them private-
ly.
DO learn from this. Step
back once the dust and emo-
tion has settled and view this
as a learning opportunity.
What could you have done bet-
ter and what can you do in the
future to reduce the chances of
this happening again?

DO remember, this too shall
pass, and then let it go, think
positive thoughts and get back
to business.

Read Deb Neuman's Back to
Business blog at backtobusi-
ness.bangordailynews.com.



