
	Mr J Kelder

	53a Kensington Mansions

	Trebovir Road

	SW5 9TE


5th June 2008

Re- Order No F1888





without Prejudice

Complaint on Hallway carpet installation

Dear Mr Kelder,

Further to your recent communication with regard to the outstanding balance payment of £3,000.00 and the complaint that you have with the hallway part of the installation, I would also like to move forward & resolve this matter.
I would first like to defend the points that you have made in your recent email communication regarding (1) relaying the carpet – you state that we never made a proposal regarding this & (2) a discount on the outstanding balance,

Both of these points are incorrectly stated as follows

When your complaint was first registered with us we came to inspect the installation on 06/03/07 at 10.00am during which time we found that the seam/join in the hallway carpet was not satisfactory due to a manufacturing defect called de-lamination, a problem in the backing of the carpet. 

The manufacturer Victoria Carpets was notified of this and a replacement piece for this section of the hallway was agreed and installed at your premises on 14/05/2007

After the replacement was installed you still expressed a concern regarding the seam/join, we inspected again on Tuesday 22/05/2007 at 9.00am and advised there was no manufacturing defect this time but due to the nature of the weave in the carpet and the area of the hall that the seam would show but probably improve in time.

It appears thereafter some months have passed without contact from either party until earlier this year when you spoke to our salesman Mr John McArthur to advise that you were still dissatisfied with the seam in the hallway.  

I would like to point out that we have also seamed the carpet in other areas that are satisfactory and I do feel that the way the light falls on the seam in the hall accentuates the hall seam more than in other areas and therefore local conditions are a factor in the hall. 
We are not able to guarantee that seems will be invisible particularly in loop pile carpets.

As you had placed a substantial order with our company we offered to replace the carpet without a seam or an allowance that was a substantial amount of the carpet under complaint as a good gesture of goodwill. 

An allowance of £300.00 was verbally offered to resolve the complaint and settle the matter, unfortunately we did not confirm this in writing & I apologise for that and I also understand that you felt this was not an acceptable figure to compensate you.

As you are aware the total invoice for the work undertaken is £6,000.00 of which £3,000.00 deposit was paid on placement of the order. 

Continued …..

Continued from previous page
The work undertaken was to supply and fit new carpet throughout the reception room, three bedrooms and the hallway with new underlay, chrome fixings and extensive work to prepare all of the floors with 6mm plywood. Also the bathroom & WC were installed with 6mm plywood and fitted with Karndean vinyl tiles. (Copies of estimates attached)

As the hallway is the only area under complaint which is less than 10% volume of the overall job, I do not accept that to withhold £3,000 is justified.

I do hope that we can conclude this matter amicably as I understand from recent discussions with our staff that you have been satisfied otherwise with the service that you have received and may want to consider our services for future projects.

To conclude this matter, I am prepared to offer a replacement carpet for the hallway without having a seam/join, which as previously discussed will mean running the pile direction of the hallway area at ninety degrees to the bedrooms and reception room that it meets at each doorway connection.

Alternatively, a final offer of £500.00 allowance to bring closure to this matter and in additional a 10% discount on any orders that you place with us over the next 12 months 

Yours sincerely

Colin Symonds

Branch Manager


