
 
From: Richard Hemington MD Specialized (UK) Ltd 
Sent: 15 January 2008 10:30 
To: Andy Smith 
Cc: Mike McAndrews; Mark Dennis 
Subject: 2007 Suspension Correspondence 
 
 
Good Morning Andy,  
  
 
By now you will have had a conversation with Mick McAndrews of Specialized concerning our suspension 
and that relating directly to your 2007 Enduro. 
  
I first would like to give you some background into our investment in the UK for our suspension programme. 
It was clear that as we became a suspension manufacturer and that we had a responsibility to service this 
product we would need to put resources behind it. We installed a state of the art Suspension Technical 
Workshop with one fully trained lead technician with a further person as support. The lead technician is: 
  
Mark Dennis 
mdennis@specializeduk.com 
020 xxxxxx (telephone number obscured at the request of Specialized in order to encourage contact in the 
first instance through Bike Shops or via emails addressed to Mark Dennis leaving contact details for return) 
  
Mark is available to talk to both dealers and consumers about our suspension products. 
  
We wanted to ensure a fast and efficient method of replacement, for any reason, for a Specialized 
suspension product. We took the policy of exchanging any suspension shock or part that could be sent to 
our Dealers in a 24hour turn round rather than the typical method of repair that most suspension 
manufacturers use.  
  
As we begun delivering the 2007 Enduro bicycles and the resulting well documented issues arose we were 
in a position to act quickly in terms of replacement which in your letter it appears you experienced this in 
partnership with your Dealer. 
 
  
Now I would like to address directly the points raised in your letter one by one: 
  
1. Specialized is committed to our suspension programme and whilst our detractors would like to 

suggest otherwise we have invested heavily to produce now and in the future cutting edge and 
technically advanced suspension systems. Many of the systems we use are proprietary to 
Specialized, BRAIN Technology being just one of them. Whilst it's fair to say the E150 Fork has not 
been without its problems it has only resulted in us seeking a better way and to improve the way 
forward in manufacturing and design. 

  
2. Specialized has recognised the problems, the vendor(s) are in receipt of all defective items to best 

evaluate and isolate the problem to improve on going manufacturing. This has resulted in the 2008 
series products being improved and also are the products now being used to exchange any 2007 
suspension product.  

  
3/4. The guarantee period on any Specialized suspension product has been extended to 2 years. It is 

also to be made transferable should the bicycle be sold on. Any suspension component that is 
replaced also has the same guarantee. In terms of our policy for replacement of 2007 suspension 
products I will document that below. (Note: Lifetime Frame Guarantee is not transferable which 
applies only to first owner) 

 
 
 
 
 
 



  
Now I would like to explain how Specialized is addressing the issues in our suspension products, specifically 
relating to the UK: 
  
(a) Any owner of a 2007 Specialized bicycle with the following suspension components, EI50 Fork 

Damper & Air Cartridge, Enduro AFR Shock and Epic AFR Shock are entitled to have this 
replaced/upgraded with a 2008 model if defective. 

  
Note: This policy has already been put in place and could be the case that some owners have 
received this upgrade un-knowingly. Serial numbers are applied to the 2008 components to identify 
this.  

  
(b) The communication of this policy will be made to our Dealer network Friday latest this week. Whilst 

the policy has been in place we wish to clarify it for them. 
  
(c) Specialized has launched a suspension setup website, www.specialized.com/suspensionsetup 

Through video this clearly explains the optimum method to set up any of our suspension products. 
This has been communicated to our Dealer network and as such should clear up any confusion on 
this topic. I should add that the advice required for this has always been available. 

  
(d) As the life and product cycle moves into servicing, as already explained we have a facility to carry 

out any work on behalf of our Dealers. We are also approving TF Tuning to be authorised to carry 
out servicing work to provide additional service to owners of Specialized suspension. This will 
provide in addition support at events and races. Tim Flooks the owner of the business and well 
known to Mick McAndrews is the foremost company in it's field in our opinion. This will be 
communicated in the Spring of this year. 

 
  
 
In summary we feel any owner of a Specialized bicycle with our suspension components can feel confident 
about the performance of the components now and in the future. It's worth pointing out that there have been 
no such problems with the S120 Fork fitted to the 2008 Stumpjumper.  
  
We are ensuring that we have in place a support structure for servicing and repair of our suspension 
products in the UK now and in the future. You are welcome to visit us to view this if it is of interest to you. If 
you would like to take up this offer please contact Mark Dennis. 
  
Andy, I would like to thankyou for your valued purchase of your Specialized Enduro bicycle and that I hope 
through our correspondence you feel that your decision to purchase our product was the right one. We 
appreciate you giving us the opportunity to respond to your concerns. 
  
 
 
 
 
Yours sincerely 
  
 
 
  
Richard Hemington 
Managing Director 
Specialized (UK) Limited 
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