APPENDIX B

CBSC Decision 06/07-0999
CHWO-AM re Sunday Showcase with Murray Segal

The CBSC received the following complaint dated April 5, 2007 via fax:

Dear Sirs:
Re: Complaint against CHWO — AM740 Radio, Oakville, Ontario

| am writing to the CBSC to formally register a complaint | have against the above-mentioned
radio station operating as AM740 Radio. | have put my complaint in writing to AM740 but
never received acknowledgement of my complaint. | have called the radio station several
times. |did speak to [G. S.] (Program Director) in March of 2006, but was not satisfied with
his response. He suggested | speak with [A. D.] (Advertising Manager) and told me he would
have her call me. She never did. Several subsequent calls to her went unanswered. | left
messages for her Monday, April 2 and 3, 2007.

My complaint is with respect to a company that advertises on AM740 radio called Royal
Home Improvements. They have been running advertising spots for a number of years at
different times throughout the day. | have no problem with the actual ads they run (although |
believe them to be false advertising) but | do have major concerns about a segment
broadcast on a show called Sunday Showcase with Murray Segal.

| have attached an email | sent to AM740 radio on December 8, 2004. | will give you some of
the background information and it basically tells my story. As you will see on page 3 of my
complaint, | clearly spelled out to [the Program Director] and [B. S.] my concern that Murray
Segal was “endorsing” Royal Home Improvements and Paul Napolitano personally. | wenton
in this letter to say that one of the reasons my family decided to hire Royal Home
Improvements for a home renovation was because of the comfort level Murray leaves with his
listeners and his assurances that “the good work the folks at Royal do” [sic]. Were it not for
Murray Segal’s assurances that this was such a great company to do business with, | would
likely have gone elsewhere for my home renovation project. Royal’s pitch line is “make one
call and relax”.

Well, as you will see from my correspondence to [the Program Director] and Mr. [S.], my
home improvement project with Royal turned out to be “The Renovation from Hell”. |
subsequently found out that Royal did not even have a business licence to be doing home
renovation work in Mississauga where | live. They do not have one for Oakville, Brampton
and other surrounding GTA municipalities that require one. As | said, | never heard from [the
Program Director] re my email. | followed up again last year (after enduring once again a
Sunday morning show with Paul and Murray bantering about how great his family-owned
business of 30 years is and how excellent their work is, etc.).

When I finally had an opportunity to speak with [the Program Director] (my notes indicate it
was on March 22, 2006), he basically told me that AM740 and Murray Segal are NOT
“endorsing” any company or person and that the timeslot on Murray Segal’'s Sunday Morning
Showcase is PAID FOR by Royal Home Improvements. In other words, it’s just “advertising”.
| told him that if that was the case, then clearly the station should be saying so (much like
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political announcements clearly state “this has been a paid political announcement”) but
Murray doesn’t say that nor does the station. He said | should take the matter up with [the
Advertising Manager] in advertising, but obviously [the Advertising Manager] isn’t interested
in my concerns or opinion on the matter because she won’t return my calls.

| don’t know what part of the word “endorse” they don’t understand. According to Webster's
Dictionary, “endorse” means “to give one’s name or support to; sanction; to aid by approval;
to approve as, to ‘endorse’ an opinion.” And that is clearly what Murray Segal is doing
whenever he has Paul Napolitano on his Sunday morning show.

I made it a point to listen to this past Sunday’s broadcast (April 1, 2007). At approximately
11:20 am, Murray Segal introduced Paul Napolitano of Royal Home Improvements. The
theme appeared to be “spring has sprung” as Murray put it. | took notes of the nearly half-
hour show. They began the show by exchanging warm greetings: “how’s the wife”, etc.
Then Paul proceeded to tell a story of being at a Leafs game at the Air Canada Centre the
night before with friends (a fireman friend and his wife Julie Beatty) and how she came to the
aid of a man who’d had a heart attack in the stands. They then began discussing spring
home renovation projects. Throughout the show, Murray (and he does this all the time) goes
on to say things like “give the good folks at Royal a call” and “they do fine work”. | suggest
you or the CRTC get a hold of Sunday’s taping (before they toss it out after 21 [sic, actually
28] days) and listen for yourself. My husband can’t stand listening to the two of them — he
leaves the kitchen. They are a “mutual admiration society” if ever there was one. In fact,
Murray even closes the time slot that day by thanking Murray [sic] for bringing in his adorable
12-year-old daughter Chelsey [sic] (and banters on about how Paul will have to keep the
hounds at bay in a few years time) or something along those lines.

I remember on another occasion, when he had Paul Napolitano on his show and apparently
Paul and his wife had just purchased a new house and they went on and on to talk about all
the renovations Paul was doing on this new house. My question is WHO CARES? What is
the purpose of having him on the show? If this is truly just a paid advertising spot (as [the
Program Director] claims), why doesn’'t AM740 radio just say so. Murray Segal should be
stating either before or after the show that “this was a paid advertising spot by Royal Home
Improvements and the comments are those of the advertiser and NOT the views of AM740.”

You can’t have it both ways. What right does Murray Segal have to say to AM740 radio
listeners “the good folks at Royal do fine work™? How does he know? Has he personally had
work done by Royal at his home? They sure didn’t do fine work for [my] family. Is there
some kind of quid pro quo going on here? For his support and approval, perhaps Murray is
getting home renovations on his own home? It makes you wonder. When | told [the Program
Director] the fact that Royal doesn’t even bother to get a business licence for the city they're
doing work in should tell listeners to be wary of what kind of a business Royal really is. Not
only are they not licensed, Royal is guilty of fraud, misrepresentation and non-disclosure as
well.

| believe the public is not being well-served when a company like Royal is permitted all the air
time they need in order to misrepresent who they are and what they do. What really makes
my blood boil, though, is that they are aiming their message specifically at seniors because,
as they state, “seniors pay NO GST”. This is their targeted audience. And | know as well as
everyone else that “seniors” are especially vulnerable to snake-oil salesmen and scoundrels.
Many are alone, some having lost their spouse, many have cognitive as well as physical
difficulties and they are especially vulnerable to slick scam artists and fraudsters. | am
especially concerned about this segment of the population and there are many elderly people
living in Oakville and the surrounding GTA. | don't want to see them fall prey to this
company’s false misrepresentations.



It is unfortunate that AM740 does not want to address my concerns about this company but,
more importantly, my concerns that | feel they themselves are “part of the problem” and not
the solution. As long as Murray Segal wraps his arms around his buddy Paul Napolitano on
these Sunday morning shows and high-fives his friend about what a great company he’s got
and how wonderful his work is, etc., etc., what is the public to believe. | am willing to bet that
Sunday Showcase listeners do NOT know that Royal’s time on Murray’s show is nothing but
a paid spot, in fact just the opposite. As | said, the two of them come across as a mutual
admiration society and best buddies.

As | stated earlier, it was in part because of all the good things Murray had to say about Paul
and Royal Home Improvements that my husband and | decided to call them. | felt | could
take Murray Segal’s approval and support of them to the bank. It turned out | was wrong.

| want the CRTC or the CBSC to investigate my complaint with AM740 radio and explain to
me the argument they are making that this is just a case of “advertising as usual”. | do not
agree and | intend to take whatever further steps necessary to bring this to the attention of
the public so they are protected against this type of slick sales job. It's disgraceful.

As the complainant indicated in her complaint letter, she attached a copy of an e-mail she
had sent directly to the station on December 8, 2004:

Dear Sirs:
Re: Royal Home Improvement — Renovation Project

My name is [A. S.]. Earlier this morning | left a voicemail message for [the Program Director]
to call me on the advice of your receptionist. | will wait to hear back from him but in the
meantime | have taken the liberty of attaching to this email letters | have written to Royal
Home Improvements on the subject matter.

Earlier this summer, our family contracted with Royal Home Improvements (RHI) to perform 3
small projects. The first was to replace six bedroom windows and our living room with a bay
window. The second was to replace the “tudor” style fagade on the exterior second level of
the house with an updated “stucco” look. The third was to paint our garage doors, front doors
and pillars to match the colour chosen for the stucco.

We had several bidders, two from Oakville. We decided to get a “quote” from RHI after
listening to Murray Segal on Sunday Showcase giving his endorsement of this company. In
fact, Mr. Paul Napolitano and Murray sound like a “mutual admiration society” in their lively
banter of exchange. And Mr. Napolitano is constantly bragging about his “company-owned
and -operated [sic] business of 30 years” and he speaks to his company’s mission of giving
the customer, in his words, “the best possible product with the finest service” and in his
“President’s Message” he states: “It is our pleasure to fulfill our customers’ needs and
provide total satisfaction.” He actually encourages listeners to call him personally anytime
about a current project or a future project they might be considering. And he goes after
seniors with his “no GST for seniors” bribe.

As | told your receptionist, | worked for CFRB Radio in the early '70s. | worked in traffic and
continuity and the copy department. CFRB was a “family” radio station and | knew well “the
gang” of on-air personalities and Don Hartford ran the station like one big “family”. | also
knew Earl Warren quite well and had many conversations with him. My point is Earl Warren
(and this applies to all the announcers) would not have given “endorsements” of any person
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or company that was not completely “above board” and they certainly would not want to be
seen endorsing “businesses” whose message and sales pitch was a complete
misrepresentation of what their company stood for or represented.

| do not believe this company cares “one wit” about their customer or their customers’ needs.
This company should not even be permitted to ply their trade as far as our family is
concerned because, no. 1 — they do not protect the safety and well-being of their employees
and sub-trades, and no. 2 — they do not employ knowledgeable labour or skilled tradespeople
although they claim to do so in their contract. | have had every one of their people (my
project manager [E.], their general manager [K. C.] and even their receptionist [L.]) hang up
on me because they don’'t want to hear “the truth” and they do not want to listen to customer
complaints about how the project is being handled. | have been unable to personally speak
with Mr. Napolitano because my messages were never passed on to him or they were
ignored. This “Renovation from HELL”, as | call it, has affected my mental health and caused
me personal anguish, trauma and emotional distress. The straw that broke the camel’s back,
however, was their project manager [E.] falling off my roof when he went up to drill the
eavestroughs back on to the stucco (as his workers had left them sitting in my garage for
several weeks) and never returned to replace them. |implored him not to get up on the roof
by himself because | was genuinely concerned he might fall — and he did. My worst
nightmare came true. The first day that the windows were to be installed (in August), Royal
actually sent over 1 man to remove my old windows on the 2" storey and replace them with
the new ones. Can you believe this? When | asked him where “his crew” was, he told me
“'m it". This installer (from Jeld-wen Windows and Doors), when he realized the new
windows were not to spec, was instructed to “alter” each and every window. The JAMB
measurement was wrong — out by about 6 inches. My husband wasn’t consulted about his,
nor myself or my son. My project manager, rather than admit an error on his part and send
the windows back to the manufacturer in Winnipeg, decided the installer should attempt to “fix
the problem”. As | say in my letter to Mr. Napolitano, the result was a dog’s breakfast. When
the windows were delivered, they were beautiful, custom-made-to-fit (at least | thought) and
they took a silk purse and made it into a sow’s ear. When | attempted to deal with this matter
with [the General Manager] ([the Project Manager]'s superior), | was treated rudely and his
first comment was “what do you want us to do now — take out the windows?” noting the old
windows had been removed already. | indicated our family would have wanted the windows
returned to the manufacturer even if it meant putting “plastic covering on the windows” for
however long it took to have them replaced with the correct measurements in place. It was
during this first conversation [the General Manager] hung up on me, later telling me his phone
went dead, which | do not believe to be the case. He called my conversation a “rant”. Well, |
had ever reason to be angry, disappointed and even disgusted with the manner in which this
project was proceeding and his position was defensive. He stood by his staff and assured
me they were all “professionals” in their trade.

Our family is also taking up our complaints with this company to the Ministry of Labour —
Occupational Health and Safety Branch. | worked for a major law firm for 13 years; in fact, |
worked with a former Deputy Minister of Labour — Tim Armstrong. | am very familiar with
employment and labour laws in this province. A builder has a duty to be responsible for the
safety and well-being of all their employees and sub-trade workers. We have an Employment
Standards Act and a Workers Safety Standards Act and there are rules and regulations
governing the construction trades. | intend to take issue with the manner in which Royal
Home Improvements conducts its business.

The bottom line is | don’t want what happened to our family to happen to anyone else. God
forbid, some poor, unsuspecting senior should look out his/her living room window one day to
see a Royal Home Improvements worker lying on their lawn unconscious or dead perhaps
after taking a fall. It's enough to give someone a heart attack, for heaven’s sake. I'm 55
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years old but | can tell you something, | was in a terrible state by the time the ambulance
arrived to take him to hospital for a CAT scan and other tests. As it turns out, he was bruised
and cut on his forehead and obviously must have felt like he’d been hit by a Mack truck, but
he was lucky he didn’t kill himself. And | just can’t believe the attitude of everyone involved at
Royal. No one seems to give a damn and no one seems to want to be held accountable or
responsible for this accident — that shouldn’t have happened in the first place.

| felt it imperative that | write to AM740 radio on behalf of [my] Family to inform you of what
took place with our home renovation project. | simply do not understand how this company
functions as a business. They sell you with their fancy brochures outlining their mission and
people actually believe what they hear (especially when it's served up on AM740 Sunday
morning with Murray Segal and Paul acting like a mutual admiration society) because people
believe in your radio station and they believe that your station wouldn’t be trying to “pull one
over” on the listening audience. A lot of people listen on Sundays to Marilyn Weston and
Murray and throughout the day. When they are bombarded with these types of messages
and endorsements coming from a reputable station such as yourself, the listener feels
confidence because they believe they will be served in such manner. | see myself as an
informed, intelligent individual who makes fairly good judgments. But | was taken in, and so
was my family because we believed the truth in the advertising. | dread to think of all those
poor senior citizens out there (many with handicaps that come with old age — and you know
what | mean) being taken in with the “No GST for seniors” draw only to find themselves in an
even worse position than [my] Family because they are paying “up front”. This company is
smart. They have built their renovation contracts with a built-in “safety guard”. They make
the homeowner pay as they go and at the end of the day, if you’re not happy with the product
delivery or workmanship, there is nothing you can do about it because you paid for the work
as it progressed. | received quotes from other firms. Royal's was the only one who
demanded to be paid up front and as the work progressed. The industry standard is 25-30%
down and the balance on completion. This way, the consumer is protected from inferior
product and performance, negligence, etc. No party should be forced to pay 100% of the
cost of the project when the work is substandard, the company hires “unskilled tradesmen
who lack the knowledge to perform the task.”

| have been bullied by their general manager and [my] entire Family has had to endure their
rudeness, their lack of professionalism, their incompetence and their refusal to admit their
errors and omissions. | personally (my husband and son excluded) have been treated by
everyone at Royal in the most atrocious manner and | fully believe any company who treats
its customers the way we’ve been treated no longer deserves to be in business and the public
should be informed. They should be on a “don’t go” list of home renovators to ensure our
experience counts for something. They say “one” bad experience doesn’t necessarily mean
everyone’s experience will be likewise. That'’s true, but knowing the “people” themselves who
represent this firm and the way they’ve treated me with their hardball tactics, pit-bull attitude,
behaviour and conduct, | am fairly certain “a leopard never changes its spots” (as my mother
was fond of saying) and you also “can’'t make a silk purse out of a sow’s ear”. Their work
speaks for itself as does their conduct towards their customers. | question their business
ethics and | have reason to question and doubt their honesty. To be candid, | believe this
rag-tag crew are no better than “rip-off artists” praying on an unsuspecting public.

AM740 (or Murray Segal himself) are welcome to come and take a good look at their
workmanship and what they call a “finished product”. And then I'd like Murray or someone at
your station to tell me to my face that “they’d have them in their home to do a project”. They
claim to provide “excellence in service”. This company wouldn’t know excellence in service if
it was staring them right in the face. They are incapable of providing such because they
know and | know and my family and even my neighbours now know that “the proof is in the
pudding”, as they say, and their work, unfortunately, speaks for itself. On Sunday mornings
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now when | hear their advertisements (and endorsements from Murray), my husband and |
are forced to change the channel. It's enough to make you throw up your Sunday breakfast.
As far as I'm concerned (and | have a radio background, so | think I'm qualified enough to
have an opinion and a response) that AM740 is doing themselves no favour by endorsing this
home renovation company. And | think it unconscionable that Mr. Napolitano personally so
misrepresents what his company — Royal Home Improvements — stands for and his “Mission
Statement” in the front of his brochures is offensive in the extreme when you read him state
“You can trust Royal to provide custom, quality solutions for all your home projects, big and
small. Our workmanship and attentive service will impress you!” Yeah right, by attentive
service, does that include having one’s project manager fall from your roof and is that that
supposed to impress the homeowner??? | somehow doubt it.

God save us all from this type of misrepresentation and truth in advertising. | suggest Murray
Segal come over to [my] Family home here in Lorne Park and let him see with his own eyes
the type of superior workmanship and attention to detail they claim to provide. And whoever
heard of a “painter” who doesn’t prepare his surface for painting or who continues to paint
after dark (without proper lighting); whoever heard of sending a 1-man crew to get on a
homeowner’s roof to replace 6 heavy windows all by himself, without any concern for his
safety, working after dark?

| have been profoundly affected by what has happened with this Royal Home Improvements
construction and the shoddy workmanship of this project. I've never seen anything like it. |
have written to Mr. Napolitano regarding this project as you will see in my letter to him of
November 19. | believed (wrongly) that he would take a personal interest in what has
happened on his jobsite as the president of this “30-year-old family-owned and —operated
business”. | was extremely disappointed to read his letter to me. He did not appear to be
bothered by the fact that one of his people had fallen from the roof of my house. He never
addressed my concerns and simply said he was “sorry to hear that you experienced difficulty
with your project”. He stated “While we endeavour to have every job run as smoothly as
possible, sometimes on-site circumstances mean we must return to ensure our clients get the
very best product possible.” He then goes on to say if | have any further questions | should
deal with [the General Manager] (who at this point had hung up on me not once but twice)
and that “my staff will be at your assistance”. | would like to impress upon Mr. Paul
Napolitano that he should “walk the walk” not just “talk the talk” as he’s fond to do Sunday
mornings. His correspondence to me proves that he takes no responsibility for what goes on
in his “30 year, family-owned and —operated business”. For shamel!!

Thank you for your indulgence. Our family has been threatened with a construction lien
because we refuse to pay the contracted price for what turned out to be a “botched job” from
start to finish and the mistreatment and negligence we were exposed to. | simply refuse to
reward their incompetence, negligence and shoddy workmanship by paying 100% of the
contract price. My windows have been “damaged” and my manufacturer’'s warranty had been
disrupted because the windows were “hacked up” and we refuse to pay the total price of
custom-made and fit windows — when that it not what was produced. | have put Royal Home
Improvements on notice that our family intends to defend any action brought forward by
Royal. They have also been put on notice that we are currently in the process of contacting
the proper authorities (at the Ministry of Labour) and will be calling for an investigation of this
matter.

Well, that’s about all, folks. I'm a loyal listener to AM740 and it's so nice to hear Bill McVean
with his “traveller tips” and others who | am familiar with. It's been a long time since | roamed
the CFRB corridors at Yonge and St. Clair and | enjoyed every minute of it. Sadly, many
have left us — Gordon Sinclair, Bob Hesketh, too many. When | listen to Murray, | can’t help
but see and hear his dad. It’s striking the similarity in their voices.



As | said earlier in this email, after speaking with your receptionist this morning | asked to be
connected to your program director and she indicated | should speak with [the Program
Director]. I just felt that this “story” needed to be told. Thank you for letting me tell it.

Broadcaster’s Response

CHWO responded to the complainant on May 9 with the following:

| am in receipt of the complaint you have lodged against CHWO — AM740 Radio, dated 10
April 2007, which was forwarded to me by the Canadian Broadcast Standards Council, of
which AM740 is a member in good standing.

First of all, | am sorry that your experience with Royal Home Improvements (Royal) was an
unhappy one. This company has been advertising with us for several years through which
they have garnered much new business and many new clients who have gone on to hire
them again and again. Royal Home Improvements has a valued reputation in home
renovations throughout the GTA and you are the first unsatisfied customer that | have come
across. Indeed, | have personal knowledge of one individual who employed them and was
extremely happy with the work they did for him.

At any rate, your concerns and complaints about the work done (or not done, in your opinion)
at your home is between you and the company you contracted to do the work, namely Royal
Home Improvements, and in no way are they related to this radio station or, for that matter,
any other media outlet that may have broadcast or printed this advertiser's commercial
message.

You claim that you decided to choose Royal Home Improvements because of the advertising
you heard on our station. That's a good thing — advertisers who use our station to reach our
audience is how we stay in business. Nevertheless, the ultimate decision to choose one
company or advertiser over another is always up to you, the consumer.

With respect to some of the specific concerns you have mentioned in your letter, it is hard for
me to believe that you, who once worked at a successful Toronto radio station, did not
understand the exchange you heard (and continue to hear) between our announcer, Murray
Segal, and the representative of Royal Home Improvements as advertising. Of course it was
—and is. Having worked in the advertising department of CFRB, surely you are familiar with
the fundamentals of commercial radio, namely that a company will buy time on a station for
the express purpose of getting its message out to the listeners about its product or service in
the hopes of attracting more customers. It's not really relevant whether it takes ten seconds,
thirty seconds, sixty seconds or five minutes — it's a commercial bought and paid for by the
advertiser. The fact that our announcers are sincere and convincing in the process of having
the advertiser's message delivered is essential to the success of the advertising and is one of
the elements an advertiser takes into account when choosing to advertise on our station. |
have no idea whether or not Murray Segal personally endorses Royal Home Improvement.
What | do know is that he is very good at presenting the advertisers who appear on his
program in a positive, professional and sincere manner. If you were an advertiser, isn’t that
what you would want? As a former commercial broadcaster who wrote advertising copy, |
would be willing to bet that you understand that distinction better than most.

As far as what was said about the company on the air by either the representative from Royal
or our announcer, such as slogans like “make one call and relax”, that is the responsibility of
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the advertiser. Our concerns when approving advertiser messages are that the language and
product are lawful; that health claims (if made) are approved by Health Canada; and that the
messages are not targeting children. We follow all Codes of Ethics and Standards at all
times throughout all of our programming, including the advertising we air, and upon review of
this case we have come to the opinion that none of those codes and standards have been
breached.

As far as your suggestion is concerned that we should be identifying the fact that this was
and is a paid commercial in the same way that political announcements are identified, (a
regulatory requirement), at this time there are no regulations or voluntary standards that
require a radio station to identify normal advertising as having been a paid commercial
announcement. On the practical side, from our perspective, to do so would be stating the
obvious and the additional commercial clutter it would cause would be very poor
programming, indeed.

Finally, | am sorry that Sales Manager [A. D.] did not get back to you. However, she didn’t
ignore you, either. [The Sales Manager] tells me that immediately after hearing your voice
message, she contacted Royal Home Improvements to ask them to look into your complaint
against them. The rest was up to them. Nevertheless, she apologizes for not having got
back to you to inform you of her action, which she should have done out of courtesy to you.

Ms. [S.], | don’t know what else we can do. We regret the obvious frustration you have
experienced with your home renovation and your dealings with Royal Home Improvements.
However, from our viewpoint, Royal Home Improvements is a reputable company and a
valued advertiser/client of AM740. Nevertheless, we cannot assume any responsibility in the
trouble and dissatisfaction you feel you have suffered in your dealings with Royal and can
only suggest that you meet with them, perhaps through a mediator, and try to resolve your
issues with them directly.

Additional Correspondence

The complainant submitted her Ruling Request via web form on May 14 and indicated that
she would send additional comments by mail. A letter arrived a week later, asking the
CBSC to forward it to the station:

I am in receipt of your letter dated May 9, 2007. As you are aware, | called the station Friday,
May 11, 2007 to speak to you personally. You were not in. | left 2 voice-mail messages. |
need not reiterate what | said. However, | do wish to respond and comment on some of the
points you made in your letter.

First, | would like to say that you have cleverly misrepresented what | was saying. An
example is | referred to the fact the reason | chose Royal was because of Murray’s
“endorsement” on his Sunday Showcase broadcast with Paul Napolitano. You suggest | said
I chose Royal because of the “advertising” | heard on the station. You purposely distorted
what | said. It wasn’t the “advertising” | heard, it was Murray’s “endorsement” of the company
month after month. He personalizes the conversation in such a manner and agrees and
supports Paul’s qualifications, experience, workmanship, etc.

You stated: “l am sorry that your experience with Royal Home Improvements was an
unhappy one.” You go on to say “this company has been advertising with us for several
years through which they have garnered much new business and many new clients who have
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gone on to hire them again and again. Royal Home Improvements has a valued reputation in
home renovations throughout the GTA and you are the first unsatisfied customer that | have
come across. Indeed, | have personal knowledge of one individual who employed them and
was extremely happy with the work they did for him.” (italics mine)

Well, those comments should not go unanswered. First of all, and with all due respect, how
would you know how many “unsatisfied customers” are out there who may have had an
equally bad experience with Royal? Maybe they just don’t complain to radio stations and
deal with any bad experience through legal means and the courts.

And you imply that everything is hunky-dory as far as you are concerned and any problem |
may have had with Royal is “my problem” and has nothing to do with AM740. I'm afraid we
will have to agree to disagree on the subject. Everything is not fine in the world of Royal
Home Improvements.

You stated: “You claim that you decided to choose Royal Home Improvements because of
the advertising you heard on the station.” (italics mine) That is not what | said. My letter to
the CBSC clearly stated that [the Program Director] is the one who calls the Y2-hour banter
between Murray Segal and Paul Napolitano on his show Sunday Showcase as being simply
“advertising” and | said | disagreed with his interpretation of what that %2 hour is and what it
represents to the listening public. My position is that Murray Segal is “endorsing” this
company and any reasonable person listening to the banter between the two of them would
agree. What is it about the word “endorse” you don’t understand, [President]? | will repeat
what Webster’s Dictionary states: “endorse” means “to give one’s name or support to;
sanction; to aid by approval; to approve as to ‘endorse’ an opinion.”

Clearly Murray Segal is “endorsing” Paul's message by the very fact he “aids by approval”.
He also clearly is giving his name and support to what Paul is saying and claiming on air.
This isn’t about “advertising”, it is about “endorsing” a company or product by insinuating
yourself into the conversation as Murray does. You state “whetherit's a 10 sec., 30 sec., 60
sec., or 5 minutes it is a commercial bought and paid for by the Advertiser.” Sorry, but |
disagree. And %z hour is not 5 minutes and when the two of them sit “side by side” and talk
as a mutual admiration society, that is not what | call a “commercial” or an “advertising” spot.

| have no problem with Royal’s 60-second radio spots that are on throughout the day every
day. Anyone can tell it is a 60-second radio spot and no one is reading the script (the
announcer) and adding his two cents in with comments like “call the good folks at Royal, they
do great work”. To do so following the 60-second spot would be an “endorsement” by that
announcer. That does not happen on a 30- or 60-second spot.

But Sunday Showcase is a complete different story. Murray Segal spends %2 hour segments
with this company endorsing what Mr. Napolitano is saying as if it is the gospel. For you to
suggest the reason Murray doesn’t state that the entire %2 hour with Paul is “a paid
commercial advertising spot” is there is no regulatory requirement forcing you to do so (unlike
political announcements where it is a requirement) and you said that “on the practical side,
from our perspective, to do so would be stating the obvious and the additional commercial
clutter it would cause would be very poor programming, indeed.”

Well, | do not agree with you at all that “to do so would be stating the obvious”. You are
implying that all your listeners KNOW that what they are listening to is a paid commercial
albeit one that runs half an hour long. Murray is a “participant” in this so-called “commercial”
as you call it.
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As for your excuse as to why | never heard back from [the Sales Manager], your excuse is
disingenuous and it was not for her to have passed my voice message on to Royal Home
Improvements to ask them to look into my complaint against them. It was for her to explain to
me why [the Program Director] considers the %z hour time slot simply a “commercial”’. She is
in charge of advertising. [The Program Director] was suggesting that is all we are talking
about —an “advertisement”. | disagreed with him and indicated [the Sales Manager] was who
| should speak with on the subject. She didn’t want to speak to me. Maybe she didn’t want to
go on record stating it's all just “one long Y2 hour radio commercial” and did not want to
acknowledge that Murray does indeed “endorse” this company.

[President], | have advised you that Royal Home Improvements does not have a business
licence in Oakville, Brampton or Mississauga (which are all part of the GTA). Royal Home
Improvements was fined $1,000 by the City of Mississauga in May 2005. You would think
they’d have obtained a licence after that, wouldn’t you? Well, as | told you in my voicemail,
they didn’t and still don’t have one. You are based in Oakville on Church Street. He comes
into your broadcast centre in Oakville and tells all Oakville seniors they will pay no GST with a
Royal home renovation. He doesn’t inform them he has no licence, does he?

Oh, and he doesn’t inform them (nor does Murray Segal) that they also do not maintain their
premium payments with the Workers’ Compensation Insurance Board either. In other words,
they are as the representative at WCIB said “deadbeats” to use her very own words.

Now, do you think all those wealthy Oakville homeowners (many who are seniors with a lot of
home equity) would contract with Royal or allow them into their homes if they knew the
“truth®? What Royal is doing on Sunday Showcase is obviously “misrepresentation” and
AM740 is condoning and supporting their telling of lies. There should be a “disclaimer” given
that the “views expressed are those of Royal Home Improvements and not the views of
Murray Segal or AM740.” That is what you should be doing and | intend to pursue this matter
until it is resolved to my satisfaction. | want to protect vulnerable seniors from exploitation
from a company like Royal Home Improvements. A project manager falling off your roof is
not something to dismiss. Royal Home Improvements “contracts” are fraudulent
misrepresentations and there is deliberate non-disclosure on their part.

Mr. Napolitano has never personally contacted [my] Family about our renovation, yet he and
Murray claim he is accessible and just a phone call away. Thatis a lie. He wrote me a one-
liner telling me [the General Manager] deals with Royal’s customer complaints knowing full
well | did not want to deal with [the General Manager]. He is an aggressive “bully” and pit-
bull. Dealing with him became toxic to my health.

You end your letter by stating “| don’'t know what else we can do.” Well, you can start by
making sure the station’s policy moving forward is to make a “disclaimer” before or after
Murray’s time slot with Mr. Napolitano and Royal Home Improvements stating the so-called
“obvious”, [President]. Thatwould be the right thing to do. What is not the right thing to do is
to continue taking their “advertising dollars” with no regard to the consumer or the listening
audience.

I am requesting a Ruling in this matter. If | don’t agree with the Ruling, | will contact the
CRTC, the media and anyone else | have to in order to challenge your position and get the
fact out. There are many senior groups in Oakville. My son lives in Oakville, my hairdresser
is in Oakville and | am very fond of Oakville. | will do whatever it takes to inform the “seniors”
of Oakuville of the true facts.

And if AM740 wants to wash their hands of the facts, so be it. Keep accepting their
“advertising” dollars — money from a company that you know is disseminating falsehoods. |
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will gather a petition or do whatever | can to change that. You stated “Our concerns when
approving advertiser messages are that the language and product are lawful ....”

Well, they are unlawfully conducting business in the GTA without obtaining the required
business licence from Oakville, Mississauga, Brampton and probably other areas as well.
You have been put on notice that this is the case. But obviously you don’t care whether they
are licensed or not or whether they pay WCIB premiums and operate the business as they
are legally required to do.

It is my hope the “seniors” of Oakville will care. And | will make it my “mission” to tell them
the truth. Paul has his “Mission Statement” and now | have one. AM740 Radio is not acting
ethically by helping Paul Napolitano with his non-disclosure and misrepresentation. They
simply do not obey the laws that everyone else is expected to obey. | have a licence from the
city for my dog, for heaven’s sake. They think they are above the law and it’s just the cost of
doing business to pay the costs “when they get caught”. How shameful.



