Hello there. First of all, I want to say I appreciate Priceline offering customers this ability to contact management in order to address issues and problems. Not all companies do that, so it's very nice to see, and I sincerely hope someone high up enough to make a difference reads the entirety of this email (it's a long one!) and follows up in a reasonable time.

I just got off the phone with customer service regarding a problem I had with Request Number: 628-999-161-12. 

I was looking to book a hotel and name my own price for a Vegas trip I am taking this Labor Day with my fiancee. After a couple of failed offers trying to bid for 4- and 5-star hotels on the North Strip, I checked the South Strip box and tried again. 

This time, my $85 offer was accepted by the Westin Casuarina. Even though I had never heard of the hotel or remember seeing it, at first I was happy about it because the price was decent and I am a regular Westin customer. 

But then I went on the Westin website and noticed that the hotel itself markets it as being 'off-strip'. And taking a look at the map showed clearly it was a block and a half off the strip, which posed a problem because my traveling companion sometimes has trouble moving around and as you know if you've been to Vegas a block and a half there is not your normal block and a half and pretty much means you're looking at a 20-30 minute walk to get to any hotel on the strip. 

I frankly felt duped by Priceline. I have used Priceline in the past many times, have sung its praises to friends and colleagues over and over again. I consider it a great, unique service and have never had a bad experience before, but this was just uncool. 

My assumption is that the Westin is in fact within the circle on the area I selected in the name the bid process, and that Priceline wasn't outright lying by including it. And perhaps I should have been more careful but I am not a cartographer, and can't be expected to know every hotel that is offered within a poorly defined circle on a Website map (especially because Priceline does not have any way - that I could find - to show customers which hotels are in fact in that shaded circle area. That is a feature that should be added tout de suite). What I do know is that the Westin Casuarina is NOT a Strip hotel, which is clearly what I was after.

I know the 'no-changes, no-refund' policy of Priceline associated with the name your own bid process. And as a general rule, I understand it. But clearly there are times when exceptions should be made and I thought this was one of them. 

So I called Priceline customer service expecting to get some customer service. Instead I ended up spending nearly an hour on the phone with two agents who had to be about as unhelpful as customer service people could possibly be. 

As I tried in a very calm, respectful manner to explain my situation as fully as I could, the ONLY thing they'd say, and they kept repeating it like it was a holy mantra, was 'I'm sorry. Our contract with the hotels does not allow us to refund or cancel your reservation.'

The second agent - who was I guess supposed to be higher along the customer service food chain - was as unhelpful as the first guy but even worse, in that he didn't even seem sympathetic to my issue. His name was Matt, and his ID # was CHME0101. 

In any case, I've gone on long enough. But needless to say, if no one can help me out, then I suppose my much-anticipated trip to Vegas will be dampened unnecessarily. And given that it's the only recourse as a consumer I have, I will have no choice but to not use Priceline ever again and try to convince others in my circle to not do so either and use Hotwire or some other service instead. I may not be as good at convincing people not to use Priceline as William Shatner is at convincing them to use it, but I will try my best. 

Given that I really like Priceline, and love Shatner (heck, I feel just by writing this letter I'm being The Negotiator he is constantly imploring us to be), I'd much rather feel like someone at your company cared enough to go the extra mile to make me happy so I can continue to use your services and sing your praises. While for therapeutic reasons I was going to write this letter regardless (nothing is perhaps more frustrating that being stonewalled by two customer service agents who clearly enjoy not helping customers), I'm hopeful that it will get a non-canned response and a satisfactory resolution. 

Thanks very much. Yours truly,

