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August 14, 2012 
 
 
Piaggio & C. S.p.A 
Registered office 
Viale Rinaldo Piaggio, 25 
56025 Pontedera (PI) 
 
 
Attention:   Roberto Colaninno 
   Chief Executive Officer 
 
Subject:  Misguided Approach to Business in this Economy 
 
 
Dear Roberto, 
 
I would like to take this opportunity to express my concerns about the business management 
approach of Piaggio, especially Vespa in North America. 
 
As a company who designs and sells motorcycles and scooters, you more than any other 
company should clearly understand that in business (like a motorcycle) you always end up 
where you look. When turning a motorcycle you look where you want to be. Likewise in 
business, you can look forward, backwards or just an inch in front of your nose. 
 
I am of the belief that Piaggio is looking backwards instead of forwards. Please allow me the 
opportunity to explain why. 
 
I purchased your flagship Vespa (GTV-300 Espresso) on June 1st, 2012. I based my decision to 
purchase on your website, a childhood fantasy and on many website reviews that convinced 
me, that Vespa is a highly reliable product. 
 
However, after two months and 5,500 Km, I find that this is not entirely true and I strongly 
believe that Piaggio is missing an opportunity for extremely high growth in this challenging 
economy by looking backwards instead of looking forwards. 
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First, since I have purchased the GTV-300, I had paid and ordered a Top Box. I had to pay in 
advance for the top box that I still do not have or have a reliable ETA. After 2 ½ months, you 
would figure that these top boxes that were paid for in advance and ordered by many dealers 
across Canada and the United States would be available. Unfortunately, they are not. What 
that means to me is that I lose a complete season of riding without the top box and most likely 
will receive it just before the snow falls and the GTV will be put into winter storage. This is NOT 
customer satisfaction and for every month, that these are not in stock there is a loss of 
potential sales. In this economy, you MUST be in the “Ready Position”. 
 
Second, after 2,500 km, the speedometer seized and snapped the speedometer cable. Of 
course, this is under warranty, but here is how the service actually works. I dropped my scooter 
at the dealer on July 27th, 2012. On July 21st, 2012 they ordered the speedometer and cable 
under warranty. The order is picked and shipped from a third party 3-PL Warehouse in 
Georgia, USA. They do not fulfill orders to Canada as they receive them but rather wait until 
there are sufficient orders from all Canadian Dealers so that they can kit them together and 
save money (Example of LOOKING BACKWARDS).  
 
Well, it is now August 14th, 2012 and the parts still are not at the dealer and I still have not 
received my scooter (19-Days without my GTV-300). Now think about the consequences of 
this type of service.  In 7-weeks, I rode 5,500 km. Since you the bike is in the shop for 3-weeks, 
that is approximately 2,357 Kilometers missed riding. If this happens twice in a season, that is 
one full service inspection missed by the dealers. 
 
When I complain or enquire about this, your customer service personnel tell me that they 
agree and that I should put this in writing to help make a difference because the company 
apparently does not listen to their employee suggestions for improvement.  
 
The dealers are equally frustrated. My dealer responded in an e-mail that I have included in 
Addendum 1. I suggest you read it carefully to determine if this is the corporate image, you 
desire.  I believe it is an image of a company looking backwards and not forwards. 
 
I do not think it is wise to cut costs by cutting service and delivery. When my accountant 
started crying about costs and how to reduce expenses, I refused to walk down that path 
(Looking Backwards). Instead, I looked (Forwards) at how to INCREASE revenues to support 
those expenses and to grow the business.  
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I strongly believe that Piaggio has the same opportunity. The cost of fuel is rising, 
environmental issues are coming to the forefront, the baby boomers in North America are at 
an age where their children are out of the house, and they have the time and money to start 
pursuing other things that they had always dreamed of in recent years. Just take a moment 
and examine what Bombardier did with their new Spyder. They are selling to the baby 
boomers (my age; 50-60 Years Old). Furthermore, they managed to have a system of training 
so that new riders can be trained in a day and get a special license for their Spyder, which is 
different from a motorcycle license. Vespa needs a special license and a quick training course. 
Think of the added revenue stream on the training alone. 
 
Put these things together and that tells me that there is a HUGE sales opportunity for Vespa 

and Piaggio scooters and motorcycles. In my humble opinion, you need to: 
 

1. Meet customer satisfaction and expectations. I cannot speak about customer 
expectations in Italy, but in North America, we expect that service be performed in 
hours and not days and that parts ordered are received in days not weeks. If I am 
happy, I recommend the product. If I am not happy, I recommend not buying the 
product.  

2. In order to better your service, I suspect that a complete review of dealer expectations 
and support will be required.  

a. Dealers need TV Advertising that focusses on the Fun, Safety and Fuel economy 
of riding a Vespa. Go back to the roots of the company and do not focus on the 
purchase price but rather a monthly payment such as costing $ 75.00/Month 
and saving $ 200.00 in gas each month while having the adventure of your life 
riding in the summer to and from work! 

b. Work with the dealers to have proper inventory on consignment (that they can 
afford) so that there is no wait time for parts and accessories. 

c. Have technicians available to travel and train mechanics so that dealers are not 
left on their own to solve these issues. 

d. Provide dealers with video conferencing help whereby they can consult with 
experienced technicians, especially on problem solving. 

e. Have certified training programs recognized by local governments so that new 
riders can start riding! 

3. Promote your products better.  
a. Show pictures of husbands and their wives getting away on a Vespa! Show the 

possible adventure and freedom of owning a Vespa and travelling together.  
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b. More importantly, you should offer the ability for people in North America to 
purchase a Vespa and pick it up in Italy during a vacation so that it can be 
taken throughout Europe then returned to Piaggio to ship back to the owner’s 
city in North America. Advertise this and promote it with Travel Agents. Have 
people fall back in love with Italy and give them a chance to discover Italy and 
bring back a Vespa (Souvenir).  

c. Show the gas savings, the environmental reasons and most important, show the 
safety of riding a Vespa.  

d. Show young teenagers who cannot afford the gas or insurance of a car how 
they can still get around on a Vespa. 

 
I think you should re-think your North American sales strategy, distribution and 
communications between Piaggio and the Dealers and between Piaggio and the customers. 
From my little experience with Vespa, I almost want to sell it at a loss and get a Japanese 
product even though I will not. I am passionate about my Vespa and you can see this just by 
watching a few of my YouTube videos (http://youtu.be/BgweRhVoyro  and 
http://youtu.be/lKAtcR799LM). 
 
I thank you for taking the time to read this letter and I look forward to better service in the 
near future. Please do not hesitate to contact me if you require any further information or 
would like additional assistance in fixing this problem in North America. For the record, I am a 
major supplier to most 3-PL Warehousing and Transportation companies in United States and 
Canada. I provide a Continuous Improvement Software and consult for their ISO 9001:2008 
systems. 
 
Please be assured that I remain, 

Yours very truly, 

 

Peter Sanderson 
GTV-300 Owner 
 
Copy to:  PIAGGIO GROUP AMERICAS, INC.  GEARHEAD CANADA 
   257 Park Avenue South, 4th Floor  320 Moodie Drive 

New York, NY 10010    Ottawa, Ontario K2H 8G3 
 

http://youtu.be/BgweRhVoyro
http://youtu.be/lKAtcR799LM
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ADDENDUM 1 

 
Hi Peter, 
  
We are waiting for the speedo, cable and top case to come in. In our experience Piaggio 
should not be suggesting delivery dates to customers as sometimes that is the date that an 
order will arrive in Canada (at the distribution center or customs) but not at the dealership. 
Canadian dealer orders are bulked together weekly to clear customs and then redistributed 
from my understanding. We can see when orders were invoiced and shipped but cannot give a 
precise ETA due to the above. It is not a good ordering and shipping system and frustrates us 
too. Some of our other distributors do the same and this is the reality of cost saving in the new 
economy (all of our brands have gone to a US based distribution system and no longer 
warehouse product in Canada). That is why we say orders will usually take two weeks, 
although we sometimes have stuff sooner. We order several times a week and pay the freight 
costs even though some dealers will wait to put together minimum orders and save on freight. 
I do not see how Piaggio can blame the dealers for this. We cannot possibly have every part 
and accessory in stock for models that we sell one or two of a year. It is Piaggio’s job to keep 
parts inventory and supply dealers quickly. 
  
When your parts and accessories are here we can get the job done within a few days and can 
then let you know it is ready for pick up. Jamie will likely install them himself to get it done 
quicker. 
  
In the meantime, your scooter is drivable if you wish to ride it. I know this would involve 
another trip to Ottawa. 
  
FYI we have two other customers with Espresso top cases on order since February. They have 
been patiently waiting for them to arrive as they have an understanding of the Italian 
production and delivery system. We North Americans are accustomed to instant delivery and 
answers. 
 
In addition, there is the distance and production capacity to consider- recent earthquakes 
damaged much of the industrial region of Northern Italy and entire factories have shut down.  
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The Italians are great people and make beautiful products but the service is not always, what 
we expect. As a dealer, we cannot change this or speed things up. When retail customers get 
directly involved with the distributor things get even more confused and complex and 
promises is made that are not possible for us to fulfill. Believe me we are frustrated too as 
delivery of goods and customer service reflects on our dealership. That is why we have seen 
many Canadian dealerships drop the Italian brands they carried and there is always a search 
on for new dealers to take the lines. 
  
We will have you riding as soon as the parts arrive and are installed.   
 
Again my apologies. 
  
Dan 
 
 
 
 


