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C'mon guys. We love our customers. That's why we work so hard and go to extremes to keep prices
rock bottom and work efficiently and do whatever it takes to get orders out correctly and on time.
We love you, we love our farmers, we love coffee in general. And obviously we aren't perfect,and
sometimes even when we are perfect, other things out of our control go wrong, and sure, we will
help you out and make it right. It's part of the territory.

A customer freaked out last night because he found a pinhole in his bag of Ethiopia. It was roasted
literally three days ago and landed at his door. It's almost still too fresh to drink but he declared it
undrinkable because of the pinhole. We said, nah, keep it real. Drink it. Enjoy it. It's an incredible
coffee with such a journey to get here every year and its so fresh it hasn't even hit its peak of flavor
yet. It's going to taste more and more like blueberries for the next month! He sent a picture of a
dark oily coffee in a dish pretending it was the Ethiopia coffee that had somehow turned dark and
oily from a pinhole in the bag. C'mon, this is what we do for a living -- do you really think you're
going to fool us into thinking coffee somehow turned five shades darker and got oily. We assured
him that we have security cameras and can verify if a mistake had been made (it hadn't been) and
if he had really gotten a dark oily coffee, then so did 50 to 80 other people (they didn't); but if he
really wanted to return our real coffee, here's a prepaid mailing label to send our real coffee back.
Instead he sent back (in a generic freezer bag), some very stale, very overroasted coffee that had a
hint of lemon flavor, no bloom whatsoever, smelled about 4 months old, 100% for sure wasn't a
coffee that had even been through our shop before, and it sure wasn't a coffee that had been
roasted less than a week earlier, and THEN put a chargeback against us on his credit card to steal
from us even though he kept our Ethiopia coffee and drank it all up (Who would do that? Has
COVID given you a mental breakdown?? You seem like a smart dude, but why would you return a
stale coffee from a different company and lie to us about it and steal from us?) Drinking the stale
Ethiopia was educational for the staff. Most of them had never had such a poorly roasted coffee
and they had so many questions (why doesn't it have any flavor or aftertaste? why does it smell like
wax? why isn't it bubbling up? what's wrong with it?) When OUR Ethiopia came in, we roasted it
all night (tasting every single batch, only sending it out if it was perfect), we filled orders the next
morning; and we were so excited to get it out to everyone. It's so delicious and magical and then it
takes this one guy to kill the whole vibe and steal from us. All because he was upset about a
pinhole in his bag. Don't make me lose faith in humanity. Cmon Robert |l of T
I Y. Crow up. Don't lie about dumb stuff. Don't cheat people. | know you got mad
about a pinhole, but what you did was really low. Choose your fights better. Get some help. Lying
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and stealing is no way to live. You're a black shadow on what the coffee community stands for. Ha,
he tried to order again like nothing had happened, but we cancelled his order. Seriously? You don't
lie and steal from a company and then keep ordering from them. Get a therapist. Get some
morals. Become a better human. Banned for life.

Another girl in December, Jessica || Gz of l- FL-just flat out stole from us as

well. She tried to say that 5 pounds out of her 20 pounds of unroasted coffee looked crushed and
she wanted her money back but when we asked for a picture so we could file a damage claim and
refund her she was unable to provide a picture of the alleged damage. When we asked her to
return the product for a refund, she wouldn't return it to us. Instead she did a chargeback for the
entire $130 order, even though only $25 of the order was allegedly damaged. Why are you stealing
from people - \\'c make maybe $15 on an order like that. How do you act like
that? This is the opposite of what our company is trying to encourage. We want to HELP people,
SUPPORT and EMPOWER, we want to even out the playing field. Don't lie! Don't steal from people
who are helping you! Don't steal from businesses like us! We are on your side! We are the good
guys, keeping things fair, keeping it real.

You all aren't going to like what the coffee market goes back to looking like if you put us out of
business. If you take advantage of us and we give up, you're gonna pay through the nose once we
aren't there to keep the other coffee businesses honest.

Mauro il of Chicago with a little start up company called the Grand Mug out of his
apartment at || G C ccided not to pay for his $400 order of unroasted
coffee because we messed up his label. Granted, we really did mess up the label, and | wish we
hadn't, and we explained what happened and apologized. But he's a wholesale customer and we
literally sell coffee to him at our cost and he runs a little company that we've been helping him try
to get it off the ground and grow it into a real business. He even has Matt's cell phone number and
called him up at 8pm at home and had a pleasant conversation and then the next day sent in an
email saying he didn't feel appreciated as a customer because we hadn't sent his tracking number
as soon as it had shipped (we shipped his order same day) and that he shouldn't have to pay for
coffee that has the wrong label on it (no, you do still have to pay for it). Seriously? You have the
business owner's phone number, you call him at home at night, he talks to you, splits bags of
coffee with you, and then you feel like you aren't appreciated as a customer and you don't pay for
your order? When you said you didn't want to pay for the coffee, we sent you a prepaid mailing
label to return it and give you a full refund, but you didn't return it. If you keep the coffee, you kind
of need to pay for it. But you kept it, and you didn't pay for it, and that's just not how you grow a
business. You're not going to make it dude. Hopefully the next time you have that level of service
and privilege with a company trying to help you out, you'll be smart enough not to throw it away.
You really need to grow up Mauro. You make really bad choices. When someone is trying to help
you succeed at business and give you a break, maybe don't steal from them and whine at them.
Just sayin'

Most of our customers send us complements and thank you's and appreciation. Of course when

you send out 7000 packages a month you're gonna run into a couple people every month who are

mentally unstable, crooks, have lost their mind and complain about the silliest things and steal

from us and try to destroy our souls. | wish you could see how much we care and how much

passion we put into your orders. The balance of frantic work and perfection that occurs to find
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these coffees, roast them multiple times until we nail the sweet spot and start churning it out,
taste them over and over, sleepless nights, stressful days, our same day fulfillment rate is 99.91%
which is unbelieveable. We are on the top 1% shops on Shopify (which has over 1,000,000
legitimate ecommerce businesses) Our return customer rate is 84% which is unheard of off the
charts (industry average is 45%!!!) we are tired, pushing our limits, excited about what we are
sending you. drawing you pictures, writing you jokes, feeling loved, loving you back. and then
someone like Robert-complains or steals from us, something that we had poured our
heart, emotion, life into, and it's really hard to brush that off. A snowflake like Mauro whines and
doesn't want to pay for his order, and you want to hate his generation, but its not fair to judge
everyone off of one bad egg. The next of you remind us why we are here, and we take a breath and
smile and reassure each other and keep working our butts off for you. It is sad to see people in the
coffee industry act like them.

We've got a great crew who are happy to be here and love what they do. They all could be at home
on unemployment, hiding under their bed, taking the free extended unemployment money while
complaining and lying and trying to steal from companies who are working tirelessly. But we have
passion, work ethic, human ethics. We have a love for life and coffee and bravely show up and work
even harder than normal to get all of your orders out. We charge you 50 to 70% of the price that
every other company would charge you for the same thing because we believe in our mission and
want to share our love of coffee with you. We know our coffee is what keeps you getting out of bed
too. Please don't call at 6am for a tracking number. If you have a simple question, just shoot us an
email, we will get back to you as soon as possible. Please don't steal from us. Don't lie to us -- we've
been doing this for 10 years and have seen it all -- you're not going to fool us. Please be a
reasonable normal human. We are humans too. We want to do you right, we want to make the
world a better place, and we are all in this together. We want you to support us so that we can
support farms and sustainable practices and fair working humane conditions around the world
and make the coffee industry better from the ground up. We want our spirit of love and passion to
be transparent and contagious. We want you to pass it on. Love the coffee, and love your neighbor,
and be a decent human. Make your mug happy. Drink coffee, be happy. Don't be a bad human.
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Matt, this is not okay. Please get some help. You can't claim to be an ethical company when you
intentionally try to put customers at risk of harm like this. | won't be buying from you anymore for
fear of getting doxxed. Not cool.

— Former Customer September 04, 2022
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Holy crap! What a terrible company. Would never share personal data with them!

— Not Matt September 04, 2022

Holy cow, this wall of text is a nice testament to mental illness and narcissism. Thanks for keeping
it real so | know to avoid happy mug like the plague.

— Robin R September 04, 2022

I've placed dozens of orders from Happy Mug and will not do so again based on the contents of
this blog post. Posting the full names and addresses of customers, even if they have wronged you,
is unethical and inappropriate. | am incredibly disappointed in seeing this.

— BB September 04, 2022

Been a customer for five years but that ends now. You're a shitty person.
— I'mout September 04,2022
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