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                27th March 2018 

Dear Mr Joyce                

I appeal to you today Sir under your mandate as CEO ( your authority)  but more importantly, I appeal to  

your responsibility as leader (your authenticity) 

As CEO, I fear this letter will never come to your attention.  As leader, I have faith in the belief that you 

would have provided resources to accommodate letters such as mine. 

I know that time constrains your duties as CEO but I know that customers are your priority as leader.  Here is 

a concise summary of my situation. 

After 18 years of loyalty to the Frequent Flyer program, Qantas has taken away all my accumulated points.  

I won't waste your time with why they were important to me.  That may be a conversation for another day.  I 

will direct your attention to the fact that your company exercised the letter of the law to penalise me 

without once considering the spirit of the law.  I know the spirit of the law is important to you Sir because it 

reflects Qantas' motto; "the Spirit of Australia."  If spirit is important then I'd like to put it to the test at your 

level Mr Joyce because it certainly is not in evidence at the coalface. At least in my experience.  

As CEO, you are acutely aware of the bottom line; the bottom line of a mega organisation.  Here's my 

bottom line Sir;  I'd like my points back please.  I know I'm a only a minnow but people who preach 'spirit' 

and notions of loyalty as you do, tend to care about minnows like me.  I have faith in that belief. 

I'm sick of talking to "chatbots." The chatbot is quaint and keeps with the times I suppose but it is impersonal, 

sterile and puts customers in a cul-de-sac;  literally not knowing where to turn.  The help lines are the same.  

The e-forms, call centres, dialling options, website and Facebook page all pale into insignificance when the 

impression is, "no one cares."  The irony; imagine if a human being at Qantas noted a flag on my account, 

say two weeks prior to my points expiring.  Imagine if that person had the authority and the authenticity 

(qualities that reflect on you Sir) to pick up a telephone or write a letter or send a text to me saying, "Mr. 

Wren, just a quick reminder that in two weeks, your points expire," and then to put a hold on my account 

pending a reply!  The reply is an assurance that the communication was effective.   

No one in their right mind would assume that I would willingly forego 250,000 points any less then than I do 

now.   

In summary Mr Joyce, you have me dead to rights if the letter of the law is your template for customer 

service or harmonious with what you personally perceive the concept of loyalty to mean.  I see loyalty as 

much like equality.  It's a two way street and fails miserably when it isn't.  If however, the spirit of Australia 

includes the spirit of the law, I respectfully ask that my 18 years of loyalty, my lifetime of swelling with pride 

every time I see that big red tailplane at foreign airports, every time I endure Jetstar and every time I've 

spoken well of Qantas in my business as a customer service consultant, be recognised and the technicality 

that cost me so dearly in my minnow world, be forgiven.   I eagerly await your reply Sir.   

Yours Sincerely 

 

Stephen S Wren 

Director 

Stephen Wren Consulting P/L 

Stephen Wren Consulting Pty Ltd 
Be the Benchmark 

Stephen Wren Consulting 

PO Box 501  

Elanora Qld 4221 

www.stephenwren.com.au 

steve@stephenwren.com.au 

 


