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“It’s a shame. 
It just absolutely makes me sick.”

NBC’s “Today” INvesTIgaTIoN sTINgs The INdusTry

That’s the concluding statement of Andy Pomroy, broadcast at the end of a “Rossen Reports” 
story on NBC’s Dec. 3 “Today” show. Pomroy, of Windsor Door Sales in Albuquerque, N.M., 
was one of two garage door experts participating in this hidden-camera investigation.

“How honest are garage door repairmen?” was the title of the 5-minute report. The 
investigation, led by NBC News’ National Investigative Correspondent Jeff Rossen, showed three 
out of four garage door repairmen attempting to sell unneeded parts and overcharging  
a customer. 

“It’s not bad enough that they rip you off,” said “Today” co-anchor Matt Lauer after the 
report aired. “Then they go and pee on your lawn, too?”

Yes, one of the repairmen obviously urinated on the customer’s lawn.
And it was all on national network television, broadcast to the show’s typical audience of  

5 million viewers.
 

Setting It Up
Why did NBC focus on garage door repairmen? Jeff Rossen told us that the idea came from 
viewers of the “Today” show. 

“We kept getting complaints from homeowners about this problem, so we decided to look 
into it,” said Rossen. “What we found even surprised our experts.”

For the investigation, Rossen set up hidden cameras at a home in Cross River, N.Y. Four 
garage door companies were then called to the garage to fix a simple problem: a photo-eye 
intentionally cocked out of alignment.

Before the cameras rolled, the entire garage door system had been completely inspected by 
experts to make sure that the only problem was the sensor issue.

 
Meet the Experts

The two experts were Pomroy and Mark McManus of Door Boy in Berkeley 
Heights, N.J. Pomroy had also been selected by NBC to be the expert for a 
similar “Dateline NBC” episode in 2011 in the Phoenix area. 

For the New York investigation, Pomroy enlisted the support of 
McManus, one of the nation’s few IDEA Master Technicians. That means 
he is certified by the Institute of Door Dealer Education and Accreditation 
as a residential garage door installer, a commercial garage door technician, 
a rolling door technician, and a rolling fire door technician.

Both dealers are IDEA accredited. Pomroy has served on the 
International Door Association board, and McManus currently serves  
on the IDEA board. Both have also led workshops at the industry’s 
annual expo.

For this investigation, McManus “completely checked everything” 
and replaced all the rollers. He said that the homeowner had also 
recently had a garage door company replace springs, pulleys, cables, 
and the two openers.

The Selection Process
To find garage door companies to call, NBC relied on input from the 
experts. McManus said he went online to find local companies that 
might have a questionable reputation, particularly those that seemed to 
list a phony location. 

Pomroy told us that NBC’s producer Charlie Lravy and Jeff Rossen 
continued on page 40

39Door + Access Systems | Spring 2015



clearly wanted to help consumers, and they 
were surprised when so many different 
advertised phone numbers went to the same 
company. The phone numbers they finally 
called likely focused on the perceived less-
reputable firms, said Pomroy.

He also recalled that Rossen’s team used 
both the Yellow Pages and online sources to 
make the final selection. Ultimately, NBC 
decided which companies to call.

Technician #1
The first technician came in an unmarked 
truck and no uniform, but he found the 
problem in less than 25 seconds. He fixed the 
sensor, charged a service fee of $80, and went 
on his way. 

Technician #2
The second company arrived with two 
repairmen, pulling up in an unmarked white 
van and without wearing company apparel. 
They told the homeowner that she needed 
new sensors, and they charged her $210.

“Hi guys, Jeff Rossen from NBC News,” 
said Rossen as he confronted the repairmen 
on camera. They denied trying to rip off the 
homeowner and hurried away. 

Later, their company, which was not 
identified in the report, sent NBC News a 

statement claiming that they had a “flawless 
customer service record.” 

Technician #3
The third technician also arrived in an 
unmarked vehicle and without a uniform. He 
greeted the homeowner, who then went inside 
the home. 

“This time, we capture something so 
bizarre on camera, we’ve never seen it 
before,” said Rossen in the broadcast. The 
repairman obviously needed to urinate, and 
he did so … on the customer’s lawn.

Returning to the garage, he didn’t even 
inspect the door sensor. But he told the 
homeowner, “The sensor’s no good.” He 
wanted $410 to replace it.

Rossen, entering the garage with his 
camera crew, confronted the tech: “Why 
were you going to charge her over $400 for a 
new sensor when it’s not even broken?” The 
repairman then sped away in his truck.

Technician #4
“But this last repairman is about to break the 
bank,” reported Rossen. The technician also 
arrived in an unmarked truck, but he wore a 
uniform that said, “Garage Door Services.” 

McManus, who watched the technician 
from the control room, said he saw the tech 
cut the wire for the sensor and re-attach it 

with the wires reversed. “In my personal 
opinion,” said McManus, “he did that  
to show the customer that the sensors  
were bad.”

But that’s not all. After telling the 
customer that she needed new sensors, the 
technician announced that the pulleys needed 
to be replaced, too. His total charge: $683 
plus tax. 

Rossen confronted him on camera: “Why 
are you charging this homeowner nearly $700 
for parts that she doesn’t need?” 

“Well, I’m trying to do a better job, and 
she does need it,” he replied. 

This time, Rossen brought out McManus 
and Pomroy to show the tech that he was 
wrong. He finally admitted, “We all  
make mistakes.”

“Garage Door Services”
The company name “Garage Door Service” 
or “Garage Door Services” is such a generic 
name, it’s difficult to identify the specific 
company behind it. Yet, since 2002, this 
magazine has reported several other incidents 
where a “Garage Door Services” or “GDS” 
has been exposed for similar abuse of 
customers during repair calls. 

See Clippings on page 63 for another 
recent exposé of a GDS in the Dallas area. In 
that case, the technician reportedly charged 
the customer “$1,700 for a job that should 
have cost $100 or less.”

NBC’s Tip: Truck Signage
At the end of Rossen’s report, he offered 
advice to consumers who need garage door 
repair. He urged viewers to always check 
whether repairmen have signage on their 
vehicles. None of the companies in the report 
had trucks with company names on them.

“Experts say that’s actually a pretty  
big red flag,” said Rossen on air. “Make sure 
they have a legit company name so  
you have some recourse in case something 
goes wrong.”

The Experts’ Tip: Phony Location
Pomroy and McManus both told us that 
checking the company’s physical address 
is also a good idea. McManus checked the 

continued on page 42
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four companies in the report and found that none of their advertised 
addresses were legitimate. 

“Two of the addresses were parks, one was a medical building, and 
I personally went to the other location, and there was no garage door 
company there,” he added.

“We thought the story could have been about companies that list 
a false location for their business,” said Pomroy, “but it ended up 
focusing on repairmen who take advantage of customers.”

How to Respond
McManus was upset that none of the four technicians followed standard 
procedure to check out the system for the customer. “Even the guy who 
correctly fixed the sensor problem didn’t service or inspect anything,” 
he said. “He could’ve lubricated everything and explained a few things 
to the homeowner.”

“One thing that disturbed me the most was the way the phone calls 
were handled,” he added. “None of the door companies tried to resolve 
the problem over the phone.”

After the show aired, McManus sat down with everyone in his 
office to make sure that they understand the importance of helping 
customers with small problems on the phone. 

“That shows the expertise of our company,” he said. “It shows that 
we’re there to help.”

Worried About the Industry
Since viewers don’t realize how the four technicians were selected, 
many might conclude that three out of every four garage door 
repairmen are dishonest people who gouge customers with exorbitant 
prices and unnecessary repairs.

“It’s really disappointing,” Pomroy told us. “I worry about  
my industry.”

“We have a problem of dishonest repairmen. It’s dangerous, and it’s 
eroding our industry,” he said. “If we don’t take care of this problem as 
an industry, then the problem is going to take care of us. And it’s not 
going to be pretty.”

As often reported in this magazine, the “Today” exposé is only one 
of many nationally broadcast reports of dishonesty among residential 
garage door repair companies. 

One question remains for the industry to answer.
Have you had enough yet? 

To comment on this story, send an email to the editor at  
trw@tomwadsworth.com. You can watch the NBC “Today” video at 
http://www.today.com/money/garage-door-repairmen-hidden-cameras-
put-some-test-1D80319362. 
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