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FEATUSED  EOHTERS FICK

She bought an Apple and got a lemon

By joann Mackensie | Seaff Wriser  Now 22, 2021
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“Madame Magistrate, this case concerns a basic commercial transaction in which I didn't get what | paid for.”

Thus begins the end of a saga that began Scpt. 28, 2020, when lanct Carlson paid $349.69 for a new Apple iPhone, one of several
the Essex resident had purchased over the years.

Two weeks later, the problems began. At first, Carlson thought it was her fault, 3 matter of getting wsod to Apple’s new mid
Octaber software upgrade “Version 14.7 and so she did what anyone would do, panticularly anyone who, like Carlson, had paid
extra for an Apple Care protection plan: she called Apples customer support,

Mo,

anyone who's ever owned

apple device knows, Apple calls its vechnictans "Apple specialisis” From November 2020 u

May 2021, Carlson spent an estimated 75 hours talking to 26 Apple specialists concerning 23 persistent defects in her iPhone's
operation. and then there were the trips to talk to the technicians at the Apple store in Lynndfield. °1 did everything they told me

ta,” she says. amd s2ill, the problems persisted.

The cursor would disappea

illegible banners would appear, semtences would duplicate themselves, there were problems with th
audio, delete malfunctions, constant dictation malfunctions, the inbox did not negister new mail, On and on the problems went
and when they wouldn't go away, Apple seemed to wish she would go away.

Well, Apple didnt know whio it was ghesting,

By then, lanet Carlson had become, she says, "like that guy in the movie ‘Network” = | was mad as hell and | wasn't gonna take i
anymore, Apple would like peaple to be intimidated by their technology. They pleked the wrong consumer.”

Apple’s policy was that it would enly accept returned ithones up to 14 days from day of purchase. "My problems began after 14

days, in mid-October, when the Version 14 software upgrade began.” Carlson believed there was “a bad marriage” between the

software upgrade and her iPhone, But Apple stuck to its retums policy and Carlson remained stuck with her Apple lemon,

1 just wanted what I'd paid for, which is a phone that works,” she says. and that is when she began to disoover — after a

successful carcer as a writer and editor in New York City — “that, as myy father said, | should have been a lawyer.”

A lawyer himself, 97-ve

-ald Robert Carlson actually specialined in big-name corposate law, Carlson®s 96-vear-old mother, Helg

Garland — widow of the late Glowcester historian lee Garland — is legendary for her righteous tenacity.

I guess its in the genes,” says Carlson, who reached out 10 the office of Massachusetts Aftomey General Maura Healey, which
turned her over to the North Essex Dispute Besolution folks who suggested taking Apple to Small Claims Court. and that is whe
shee started, with mo detail left wntumed, to build upa "David and Goliath® case which this Oct, 21, she presented to Gloucester

Small Claims Couri Magistrate Margarct Daly Crateau.

I felt it was simply wrong to leave me with a defective phone. We all have to pick our battles, we come (o a moment when we
have te stand up for ourselves. This was the moment for me,” she says.

Alwogether, by the time Carlson had her day in court, she had amassed 54 sereenshots clearly illustrating the phone’s defects,

accompanicd by pages copioushy chronicling in Bwyerly detail her months of struggles,

“There is no dispute between the partics as to the fact that the phone by Apple is defective,” she told Crateau. “Apple
Claims they are not responsible. Basic contract law says they are,” Crateau, who herself owns

Carlson received a $2,800 check from Apple Inc.

vone, agreed, and on Now, 12,

Carlson, who is in the throes of writing a novel, got lots of legal advice along the way from her father as well as her friend,

Gloucester lawyer M.). Boylan. She was cheered along by friends and family from here to Montana, she says. A lot of people wer

excited, they were like, you go girl,™ and that, she says, fueled her.

But that is not the end of the $tery, Carlson, who wants her win Lo ingpire others to stand up for themselves, has bought the
wohsite domain name jsuedappleandwon com. It's still in a conceptual stage, but, she says, it's for all these Davids out there wh

want to take on a Goliath. Stay wned.



