
Hi Mr.  Tue Mantoni ,

I  would l ike to complain to Bang & Olufsen a/s about the purchasing of a BV7-40 in Hong
Kong recently.

On 2 l  August  2011 (Sunday) : -

I  decide to replace my BCl with BV7-40. lv is i t  the B&O shop in Pacif ic Place shopping mal l .  I
am greeted by Mr. Simon Leung, the sales execut ive. I  tel l  h im I  want to see the BV7-40. He
then demonstrates the basic features ie.  v iewing di f ferent TV channels.  He tel ls me this
model is old because i t  does not have a Bluray player,  but I  can now order a one with Bluray
player.  I  then ask him i f  a notebook with HDMI output can be connected to i t .  He conf irms i t
can and shows me the label on the back cover.  After asking him the pr ice, I  then make up
my mind. He then asks me what colour I  prefer.  Instead I  ask him i f  there is any stock on
hand avai lable. He tel ls me that i t  is out of  stock but i t  can be ordered with a del ivery t ime
of 4 to 6 weeks. l te l l  h im I  am not in a hurry and I  do not mind wait ing. He begins to prepare

the sales contract and ask me what colour I  want,  the specif icat ions and the type of
equipment connected to the TV as I  tel l  h im that I  have a BC1 and want a replacement.  I
choose aluminium color with stereo speaker and motor ised stand. I  also tel l  h im the BC1 is
current ly connected to HDRl and STB cal led NOW TV. I  mention the HDRl is also connected
to a DVD recorder but I  do not think i t  wi l l  af fect the system. I  also tel l  h im to have my BC1
throw away. He then asks me my name. I  instead give him my phone number. He then
checks al l  the above detai ls against the sales database as a ver i f icat ion. After that,  he pr ints
out the sales order.  He then wri tes down NOW TV and HDRL under the remarks sect ion of
the sales order.  Then I  s ign off  the sales order.  He then asks me for payment.  I  tel l  h im I  wi l l
g ive him the ful l  payment cheque within a day or two. Before I  leave the shop, I  tel l  h im to
cal l  me when the del ivery is ready.

On 23 August 2011 (Tuesday):-

lv is i t  the shop to hand the staff  my cheque. Mr. Simon Leung is off that day. Instead his
col league prepares the off ic ial  receipt and tel ls me that he wi l l  g ive my cheque to Mr. Simon
Leung for fol low-up work. I  then go to take some measurement of the BV7-40 to make sure
my side table f i ts under the BV7-40 loundspeaker.  I  ask for the BV7-40 specif icat ions instead
of direct ly asking for a catalogue. He then gives me the B&O catalogue. Before I  leave the
shop, l tel l  h im to cal l  me when the del ivery is ready.

On 14 September 2011 (Wednesday):-

I  receive a phone cal l f rom B&O tel l ing me the 8V7-40 is ready for del ivery. He asks me i f
tomor row is f ine .  lbecome annoyed as  lam be ing  rushed.  lp re fe rTuesday morn ing .  He



then repl ies 27 September 201L is avai lable. I  tel l  h im that is f ine. Actual ly this gives me

time to t idy my things up. I  also ask for a HDMI cable to connect to the notebook.

On 27 September 2011 (Tuesday):-

At around 10:30 am my doorbell  r ings. Two B&O delivery people start instal l ing the BV7-40.
Itel l  him to throw away the BC1 but one of the delivery people asks me if  I  also wish to
throw away my DVD recorder. lguess that he notices my DVD recorder has not been
plugged to the mains. I tel l  him to please leave my DVD recorder alone. I then start to think
that he has no idea of my B&O setup even though I have mentioned to the sales executive
that i t  is connected to the HDR1. I also have not told the sales executive to throw away my
DVD recorder. After he f inishes plugging al l  the cables, he then starts to test the equipment.
He begins to show me the broadcast W channels. He then shows me the STB programmes

by powering on manually through the DW on screen menu instead of power on by directly
pressing the DTV button. l then ask him if  I  can sti l l  use the usergroup feature as in my BC1.
He tel ls me that i t  should be ok. Actually I know he does not understand what I am talking
about. I  then test the recording function of the HDR1 by recording the STB programmes with
V.AUX as the source just l ike BC1. l t  does not work. I  look at him and he is speechless. I
suggest maybe I should use DTV as the source instead. He looks clueless. Luckily the HDR1
does record the STB programmes and he looks rel ief. But I later f ind out that i t  only works
provided that the STB is actually turned on. l f  STB has not been turned on, then HDR1 wil l
record a blackout content. He also advises me that I should instead buy a portable hard disc
drive to connect to the STB instead of using the HDRl to record the STB programmes. He
tel ls me that i t  is much straightforward. I am really sad when I hear this because after al l  he
is st i l l  a B&O employee and he should not say such a thing. I ask him how to move the BV7-
40 around. He tel ls me that two people should carry both ends of TV panel instead of
holding the two ends of the speaker because the speaker is not strong enough to hold on.
But to my horror, I  later f ind out in the gett ing started guide that the moving or l i f t ing of the
BV7-40 should only be carried out by quali f ied people. Mr. Wil l iam Lam later mentions that
the proper way is to dismantle the BV7-40 back to three individual pieces i.e. TV panel,
stereo speaker and motorised stand. Eventuallythe instal lat ion work is kind of f inished, so I
f et him go in order to have more t ime to really test the BV7-40. Moreover during the
instal lat ion process, he talks to somebody over the phone that he expects to f inish his work
within an hour. Honestly speaking, I do not want to deal with him anymore. After he left,  I
begin to test the BV7-40. I f ind out there is a lot of issues so I immediately cal l  customer
service that afternoon explaining my problems. Later on that day at around 5:30 pm, I cal l
customer service again to tel l  them there are more issues. This t ime I am lucky because Mr.
Wil l iam Lam answer my call  directly. After l istening to my complaints, he promise to send
somebodyto my home to reperform the instal lat ion and give me a price quotation of the
chip for the upgrade of HDR1. Because it  is really late that day, so I do not want to hassle
Mr.  Wi l l iam Lam any longer .  l just  hope somebody wi l l ta lk  to  me next  morn ing.



From 28 September (Wednesday) to 30 September 2011 (Fr iday)

Too much things have happened and I  do not know how to explain those in words. Al l  I  can

say is Mr. Wil l iam Lam and Mr. Ah Long come to my house to reperform the instal lat ion

again on 30 September 2077 3:30 pm. By the way,29 September 2011 is a hol iday because

of a typhoon.

lssues:-

A. Product level

(1) No STB user group funct ion in BV7-40. Mr. Wil l iam Lam conf irms to me that BV7-40 no

longer has this feature. He is surpr ise when he knows I  am using this feature. I  explain to

him that i t  saves me from remembering the channel numbers as I  have close to 30 favori te

channels.  He and al l  the B&O staff  have never mentioned Beo6 to me. By the way, I  need to
give credit  to Ms. Hel le Pramanik of customer service in Denmark for her speedy and
posit ive response. She points out to me that Beo6 is the solut ion. After researching the

Beo6 in the Beoworld website,  I  then buy i t  on 30 September 2011. The 10% discount given

by Ms. Amanda Tsui upon my request is just i f ied considering the fact that nobody put any

effort  in promoting Beo6 except Ms. Hel le Pramanik in Denmark. I  consider this issue

resolved. Butyou should be aware of the levelof competencyof the B&O staff  in Hong

Kong.

(2) Related to the BV7-40 motor ised stand. When I  press Stand then 9 and then 5, i t  moves

back to the center posi t ion. But when I  press 5 again, the motor ised stand just move a l i t t le

bi t .  l t  supposes not to move but stay in the centre. I  have informed Mr. Wil l iam Lam and Mr.

Ah Long. They conf irmed to me there is no loose part .  They wi l l  resolve this matter with

factory. So this is st i l l  outstanding.

(3) After the HDRl is connected to BV7-40, I  not ice that the Select Source menu disappears.

This means that I  cannot access the DVD recorder.  Mr. Wil l iam Lam tel ls me that HDR1 has

to be upgraded by instal l ing a chip. But the chip has to be ordered from factory. I  consider

this issue resolved. But look in another way this issue can be avoided total ly i f  Mr.  Simon

Leung has checked i f  my HDRl has been previously updated with chip or not.  Or maybe Mr.

Simon Leung is not aware that a chip is needed. Mr. Wil l iam Lam tel ls me he only becomes

aware of this del ivery on 26 September 2011, so he has no t ime to review my equipment.  I
joke with Mr. Wil l iam Lam that in future every t ime I  make a purchase, I  should consult  him
first.

(4) When W is on/off  several  t imes, the STB wi l l  automatical ly power on. This happens even
though I  have not pressed the DTV button once. After that when I  press the TV button
several t imes again, the STB wi l l  automatical ly power off .  Both Mr. Wil l iam Lam and Ah Long
have no idea. Ah Long suggests I  should upgrade the STB to HD version, s ince he bel ieve that
once the STB is connected to BV7-40 through HDMI cable, this issue wi l l  hopeful ly be
resolved. I  explain to Ah Long this issue has never happened when I  used BC1. I  s incerely
hope Denmark factory wi l l  look into this issue and advise how to connect the STB properly.  I



consider this issue not yet resolved.

(5) When performing t imer recording the STB programmes in HDR1, the HDRl powers on

but the STB stays idle.  Hence recorded content becomes al l  blackout dur ing the ent ire

recording. I  also not ice that red record l ight in the HDRl does not bl ink but stay on the

ent ire t ime. This shows that the HDRl is working properly.  l th ink this issue is closely related

to issue 4. Ah Long suggests I  manual ly power on STB every night to enable HDRl to record

the STB programmes as the HDRl usual ly records during night t ime. Just l ike issue 4, Ah

Long suggests I  should upgrade the STB to HD version. By the way, I  have a sneaky way to

get around this.  Before any actual recording starts,  I  programme a dummy one a few

minutes beforehand to kind of power on the ST8 f i rst .  Because I  not ice that when that

dummy recording ends, the HDRl wi l l  power off  but the STB wi l l  power on. This saves me in

having to power on STB throughout the night but the drawback is that i t  wi l l  f i l l  up al l  the

recording t ime slot in HDRl quickly ( there are only 15 slots avai lable) which l imits how much

programmes I  can t imer record.

(6) Product improvements:-

-  Display on the top r ight hand corner is too dim. Please consider adding a br ightness

control .

-  Please include a wipe cloth for the BV7-40. I  have purchased a Sony Vaio notebook, a wipe

cloth is included.

- Please include a protect ive f i lm and a touching pen in Beo6. l t  is very common in other

handheld device.

-  Please release the BeoS conf igurat ion software to the customers. What is the point of

having the dealer conf igures the BeoS for the customers? |  do not trust the dealer anymore

after al l  th is happens to me.

- Please include a hard copy user guide for the BV7-40. l t  is real ly troublesome to read the

user guide from computer.  By the way, Mr. Wil l iam Lam has given me his copy. But I  have to

take i t  out to stat ionery store to have i t  bound and added a protect ive cover.  I  think the

BV7-40 wi l l  stay with me at least 10 to 20 years.

B. Shop level

-  |  found that i t  is r id iculous to have a B&O shop displaying an obsolete model.  Why display

a model you cannot buy?

- The sales execut ive is very lazy in promoting the BV7-40. He does not even care to put a

DVD to the BV7-40. He does not show me the var ious stand posit ions, the t i l t  posi t ion, the

clock, the format,  p mute etc.

-  The sales execut ive does not offer me the catalogue, even after I  give him the cheque. l t  is

a matter of  courtesy. Also he knows that I  have taken some measurements of the BV7-40.

- |  receive not another phone cal l  f rom the sales execut ive after 14 September 2011. At

least,  he should conf irm and remind me again that 27 September is the del ivery date.

Actual ly,  I  am shocked when the del ivery people r ing my doorbel l that morning.



-  Actual ly the sales execut ive should pay a si te vis i t  to know the detai ls of  my B&O setup,

what features I  am current ly using. This wi l l  ensure that the transi t ion from my BC1 to BV7-

40 is smooth, After al l ,  the t ime period between this two TVs is over 10 years.

-  The sales execut ive never cal ls me again to f ind out whether there is any problem with the

BV7-40 and the instal lat ion. This reminds me severalyears ago when I  purchased the HDR1,

a sales execut ive actual ly vis i ted me to see i f  the HDRl was working properly and ran

through i ts funct ion.

-  When I  v is i t  the shop again on 30 September 2011 to look for a demo Beo6, I  once again

get a lot  of  f rustrat ion. When I  ask to see a Beo6, the sales execut ive asks me i f  lwant a

mp3 player.  I  look at him and ask him one more t ime, I  want to see a Beo6. He then real ises

what I  mean. He then goes to store room at the back of the shop, when he appears again he

carr ies a brown box. He then takes out a brand new Beo6. I  ask him i f  he can show me al l

the fancy logo. He explains to me that i t  is brand new and not yet been conf igured. This

t ime I  scolded them (both sales execut ive) what is the point of  putt ing the product in a

brown box locked in the store room i f  you wantto sel l the i tem. l then leave the shop mad

as hel l .  By the way, the Beo6 |  have purchased is del ivered to me by Mr. Wil l iam Lam.

C. Logistic level

-  In Hong Kong i t  is customary to have the del ivery people phoned the customers 20 to 30

minutes before they arr ived. Some companies wi l l  even fol low-up with their  customers the

night before. ldo not mind i f  the sales execut ive orthe del ivery people to do i t  as long as

somebody from the company do i t .

-  The two del ivery men to me are not real ly technicians. They are simply del ivery people. Al l

they are capable of are sett ing up a standalone BV7-40 (panel + speaker + motor ised stand)
and plugging to the mains and aerial  socket.

-  He does not offer to replace the lR cable connected to the STB. He shows me there is a

new lR cable only after he has instal led everything. l f  he has shown me earl ier,  I  wi l l  te l l  h im

to replace the old one r ight away.

- Al l  the connect ions he made are completely wrong except the main plug, aer ial  plug and
HDR1 plug. The STB plug and PC plug are both wrong. He is not sure which input to which

input.  Mr. Wil l iam Lam and Mr. Ah Long can conf irm with you that they have reperformed

the ent ire instal lat ion work on 30 September 2011.

D. Customer service level

-  Poor response. As I  have talked to Mr. Wil l iam Lam on 27 September 2011 about the
issues and problems, I  expect a speedy response from the customer service the next
morning. By the 10:30 am, I  could not wait  any longer.  So I  cal l  customer service asking
about the pr ice quotat ion of the chip and the booking of repair  service. The customer
service asks me who have l talked to yesterday. At that t ime, I  do not know Mr. Wil l iam Lam
name. After many heated verbal exchange, I  am f inal ly introduced to Mr. Wil l iam Lam



officially.

-  |  also demand to talk to the boss in Hong Kong. I  have become a human footbal l  bouncing

around. First ,  there is a Mr. Tsui,  then a Ms. Tsui,  she works in Causeway Bay showroom,

she works in Chai Wan off ice, she works in Causewsay Bay off ice next to the showroom. She

isvery busy and you have to leave a message is the usual saying. I  have lef t  Ms. Amanda

Tsuia message on 28 September 2OII morning, there is no response. Only after I  threaten

to vis i t  Ms. Amanda Tsui of f ice everyday, I  am then given a phone number of Ms. Amanda

Tsui of f ice. And later that day, she cal ls me.

- By the way, somebody tel l  me that Mr. Wil l iam Lam seldom seldom goes to the si te.  I  tel l

h im maybe this t ime is di f ferent.

E. Management level

-  Apart  f rom Ms. Amanda Tsui and Mr. Wil l iam Lam, I  have not talked to any staff  f rom the

management level.  Every staff  in Hong Kong just play stonewal l ing.

Conclusion

Hong Kong office is a WALL between me and the factory.

Yours,

Andrew
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