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3/14/2017         
 

 
Dear Mr. Zearing,  
 
My ordeal with the Papa John’s store #1477 located at 20941 E Smoky Hill Rd Unit A, Aurora CO 80015 began 
with my order on Wednesday March 8, 2017. I placed an order for the following: 

Large The Works pizza 
• No Canadian Bacon 
• Extra Cheese 
• Add Jalepenos (full pizza) 
• Add Tomatos (1/2 pizza)  

Pizza Dipping Sauce 
Parmesan CHZ SHKR 
4 Extra Pepperoncini Peppers 
8pc Hny Chipotle Wings 
Complimentary Sides: Ranch 
Ranch Dipping Sauce 
Blue CHZ Dipping Sauce  
 
When the order arrived, we all dug in but noticed the pizza was missing jalapenos and was scantily made. No 
worries, but when my young daughter noticed her wings was not an 8pc but a 6pc (??), I questioned the 
purchase and called the store to let someone know.  

I called the store at 8:16pm which was shortly after receiving my order. At this time, I spoke with a young man 
who identified himself as “John” and I explained the error with my order. John said he would enter in a 
replacement pizza but “could not credit my account for 2 chicken wings” because it was impossible. I was a bit 
confused explaining I did not want a credit for 2 wings, but the 8pc was someone’s meal and the order was 
short. John went further by letting me know when my new pizza credit was ordered and delivered in the future, 
he could “throw in 2 wings, I guess”. Obviously, at this point I was extremely confused. Finally, John advised me 
his manager said to put an order of wings on my account as a credit along with the pizza.  I thanked him and 
didn’t think about it again until last night.  

Let’s fast-forward to yesterday evening, Monday March 13th. I called the store at 7:25pm and spoke with a 
young man by the name of “Davis”. I explained I would like to have my previous order duplicated using the 
credits on my account. Exactly the same order. He seemed very helpful and entered the information for me and 
repeated it back.  

My family started watching a movie until the pizza and wings were delivered. Once delivered, everyone in the 
house grabbed a piece of pizza and/or chicken wings and went back to watching the movie. As we were eating, 
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my husband started complaining that I had ordered a Veggie pizza and not The Works as he thought I had re-
ordered. At this point, I knew there was something off about the slice I was eating but I was tired, it was dark 
and I thought maybe I was missing the point he was trying to make. Finally, after many complaints around the 
couch from everyone about the veggies and no meat, I turned on the light only to find the pizza absolutely 
loaded with veggies and jalapenos but where was the meat? Each slice of pizza had either one piece of sausage 
or none. But, what was incredulous was --- there wasn’t any pepperoni….NONE. Where was the pepperoni?? 
This is a normal item on The Works, so there should not have been a reason why this ingredient was left off.  

At this point, I could not believe a replacement order could be messed up like this so at 8:15pm, I called the 
store again. Again, a young man by the name of “Davis” answered and when I explained to him about the mix-up 
on the pizza he seemed unapologetic and asked if I could send him pictures to his phone because clearly, he 
thought I was lying to him. No worries, I took pictures while on the phone with Davis and sent the pictures right 
over to him – to 720-xxx-xxxx. I tried to move the ingredients out of the way so he could see the lack of meat 
and all veggies. I made sure he received the pictures and after receiving the pictures but still expressing his 
disbelief of my concerns, he dismissively said he would re-deliver (since we had not really eaten a full dinner but 
only a slice each and I did not want another credit). Davis asked if I could have the old pizza ready for the driver. 
I let him know that would not be an issue.  

Shortly after, the delivery man arrived and my husband took the old pizza to the door. I was holding the dog by 
the door and I could hear/see the whole conversation…………the driver opened the box and said as a part of the 
Quality Guarantee, no more than 2 pieces of pizza can be eaten although there was 2 ½ pieces missing from the 
box. With his hands, the driver started moving around toppings on the pizza in the box and said “SORRY, I can’t 
take that”.  He said if we had issues with it, we could take it up with corporate. My husband told the driver not 
to worry about it and came back in the house – he was frustrated, tired and hungry.  I would like to point out – 
the driver did not even have the new pizza with him in his hands when he came our door – he said it was in the 
car. He came to inspect the first pizza like we were criminals or trying to get over on him. Also, even if we 
decided to just forget it – we could no longer even eat the Veggie pizza that was just rummaged over by your 
delivery man.  

I called the store yet again (8:58pm) and asked to speak with a manager. The young man that answered was 
again “Davis”. He told me one moment and placed me on hold for about 1minute. Once the phone was picked 
back up, the young man said “this is Davis”. I was confused and asked, aren’t you the first young man I just 
spoke with that put me on hold? He replied he was and that he was the manager. Obviously, I was confused 
since he did not mention he was the manager when he initially placed me on hold but okay.  Davis apologized 
for the hold and said he had to “grab a pizza before it fell on the floor”. I didn’t think that was very professional, 
but disregarded the statement nonetheless.  

I asked Davis why the driver was so rude and refused to take the pizza since him and I had already discussed and 
I went out of my way to text pictures. At that time, Davis thought it to be a good idea to argue with me and tell 
me about his 2-step store verification process and he told me “the pepperoni was definitely on the pizza when it 
was made and when it left out of the door”. I explained I didn’t have to lie about it which was the reason I called 
and sent pictures. He told me there was nothing he could do since more than 2 slices were gone from the pizza 
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and that we ate more than our “allotted share to meet the Quality Guarantee”.  I then received a lecture about 
the layering of the pizza and how I could have “missed” said meats on the pizza that was initially delivered -  I 
guess because I have never had a pizza before and I do not understand how a pizza is made. This was more than 
a bit condescending on Davis’ part. But, he could see from the pictures there wasn’t any meat and I won’t even 
comment on the driver and his actions at my door. 

I told Davis this was not a good way to conduct business and keep loyal customers happy. I also said the most 
important aspect of a quality guarantee is to make sure the customers were happy but he had absolutely not 
one bit of interest in what I was saying (it also seemed like he kept muting the line).  If it was not a part of the 
“Quality Guarantee” spiel (which I heard mindlessly recited about 15 times during one conversation), then it did 
not exist --- and my issue surely did not exist – why because Davis said the pizza left the store with the meats, 
so……. 

I advised Davis I was going to escalate my concerns and speak with the GM. I also asked if I could have the 
drivers name so I could include it in my complaint. Davis told me that the driver information was confidential 
and he could not provide it to me. I explained I did not want a last name, just a first name and again he refused. 
He said it was for driver safety (I understand driver safety, but to not give me a first name? Doesn’t this driver 
know my first and last name as well as my home address???).  I asked the name of the GM and he refused to 
give that to me as well. I advised him I could find out the name very easy and he then told me his name was 
“Mike”. Davis then let me know I could contact his district manager as well ------- when I asked for the DM’s 
name; Davis refused to provide that to me. 

I have been a loyal Papa John’s customer since leaving the Northeast where chain restaurants were unnecessary 
because of all of the mom and pop shops that valued their customers and long years in business. My family has 
enjoyed Papa John’s during our 15 years in Kennesaw, GA as well as the 7 years we have lived in Colorado. We 
have at least 4 other pizza establishments we could patronize in our direct area but I always sway the family 
back to Papa Johns because of the (ironic) quality and taste. Loyal customers like myself pay your bills and sign 
the checks – how is this missed??? How is this not valued??? How is this not appreciated???  How is it 
unappreciated when one of my daughters attends Cherokee Trail High School and orders come from her friends 
and families for get-togethers and parties?  

I can easily buy as many $10 pizza’s as I would like – there is no need for me to lie or get free food from an 
establishment when I am perfectly capable of purchasing my own meals. Although, this was exactly how I was 
treated. ..Perhaps a bit of racist undertones since during the first call, I had no issue discussing my incorrect 
pizza (with the exception of the wings). Not until that next delivery…….interesting. 

I am a 50 year old woman and I will say my money is hard earned money and the experience I had with this 
location will make me spread the word both on social media and all review sites to keep people that can’t afford 
accepting what they are given and then being disrespected and talked down to in a condescending tone when 
trying to resolve the issue.  
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I am not a customer that complains about little things –my husband and I are not only highly educated 
professionals, but I also run a few successful businesses so I know the difference in nit-picking and a valued 
opinion - but when an establishment cannot count 8 wings or 6 wings, there is an issue. As I explained to Davis, 
the 2-step verification is not working when 2 orders out of 2 orders arrived unsatisfactorily.    When a manager 
cannot speak with respect and without a condescending tone to a customer, there is an even bigger issue. 

I don’t know the experience Davis has had in the management arena prior to this but it was very clear either he 
does not think about your customers, he does not care about your customers or the Papa John’s name  or that is 
how he was instructed when he started in his position. Regardless, this appears to be training and a learning 
opportunity for your team!  

Oh, and in case you were wondering…at 9:10pm, my children fixed soup since it was so late and it was too late 
for dinner preparation. They were still hungry.  

All this over a $10 pizza your employees just couldn’t seem to get right.  

 

 

 

  

 


