October 5, 2006

AOL

Mr. Jonathan E. Miller

CEO

22000 AOL Way

Dulles, Virginia  20166

Dear Mr. Miller:

I am so disappointed in AOL. I cannot tell you how I burn as I watch my $23 disappear every month for more spin than real useful information, my instead reading silly meaningless teaser statements every day to poll questions of “How do you feel about this or that.”  “How do I feel about what?”  Do you think I am dumb?  I don’t even know if what I am reading on AOL is even true or had been well researched, so how can I react in an intelligent way except as some kind of push-the-key monkey.  How sophomoric!   

And there are other issues, too, regarding software.  For instance, not only is there so much information loading on AOL when I try to log on, I usually have to restart the service with the main screen jamming.  (Please don’t tell me my software is corrupt, my beginning to realize that statement is more of an excuse for poor architecture than real world service.)  

Then I discovered that no software could read my favorite list so I can simply open it outside of AOL, AOL saving it as some kind of .pfc file.  All I want is to be able to turn it into a simple ASCII format file.  Why is that so hard?  And AOL’s spyware is a joke, as it keeps running and advising me I have no incidences, while McAfee’s spyware finds literally more than 50 when clicking on the software a few minutes later after AOL’s had run. 
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So when I tried today to complain to AOL of my not seeing a critical news story on AOL, where speakers from the Minutemen were in fear for their lives at Columbia University, as socialist students had taken over the forum, campus police doing nothing, I found no place to complain as usual.  

I had been shocked to see the news on Fox News tonight, not having it read it on AOL ahead of time, a story now 24-hours old.  The event was disturbing with an African American speaker feeling his safety had been threatened, students calling him n***** among other disgusting names.

Yet now more than 24 hours later the story still eludes AOL’s politically correct content managers.

I tried to ask this question on AOL’s Live Help, and a warning box kept telling me I had too many characters while never telling me exactly how many characters I had typed!  Wow, that was really helpful after typing in the message the first time, hitting the send button and realizing I had been fooled, suddenly seeing a warning box I had not expected.

I finally tested character length to shorten my statement to complain of the lack of meat and potatoes news.  The live operator ignored my request asking “What is your software problem?’  Are these responses coming from real human beings or just programs held in a digital world?

To this end, attached is a letter I wrote to you in September 28, 2005, complaining how hard it had been to contact AOL about the issues of content that AOL puts on its main screen every day and on my nickel.  Some young gentleman, saying he was in charge of publishing your online content to the Web, did call me at home and said his department was in the process of adding more feedback areas so customers could find someone to pass information to, his understanding the content we were reading was obviously not free, so we had a right to expect more in professionalism.

But today, more than a year later, nothing has changed and seems to have actually gotten worse, feedback to AOL almost non-existence.  With all the layoffs, I probably should not be surprised.

So why wasn’t the story of Columbia University put onto AOL on October 5th, AOL managers seeming to provide its millions of members with milk and toast rather than meat and potatoes news like this?  I have no idea.  Only you can answer that, my being taught, having worked in the corporate Fortune 100 world, that the fish always stinks from the head.

So I just give up.  Could someone please tell me how to convert my favorite’s list into a simple text file so I can consider looking into other services, AARP recommending PeoplePC for $4.95 a month.  Do you know I can’t do that either with the AOL address book, but at least I can print it out to convert it to a text list using OCR technology?  I just can’t believe I have to do all this to simply access and store my private information in another area, feeling AOL is holding it all hostage.

I’m not going to join PeoplePC, but that’s just for starters in finally making my online experience a more useful experience in the future.

Sincerely,
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