
	Alison Donald

	4 Observatory Road

	London

	SW14 7QD


5th April 2013
Re: Bedroom Carpet 

Dear Alison,

Further to your recent correspondence, I am sorry to hear that you have cause for complaint relating to black marks in the carpet that was installed to your bedroom on 7th January 2013

Further to our recent site inspection by my colleague Paul Southam he did advise the person in attendance and I can also now confirm to you that the carpet is not faulty. However, I agree that it does have black yarn in the weave and this is due to the carpet being made from blended yarns.
It is not possible to cut out these black pieces of yarn as they are in the weave of the carpet and would cause too much damage should this be attempted   

Therefore we cannot accept any responsibility that it should be replaced at any cost to us!
I am aware and do appreciate that whilst you had the same carpet laid by Mr Carpet Ltd (East Sheen Branch) in 2002 to your stairs and landings, it is not uncommon that during the time difference of a ten year period that the two carpets, although from the same supplier are obviously from a different production and therefore slightly different in their blends of wool
Whilst the recipe used by the dyer remains constant, and is followed to the letter, in each separate production the colour reproduction will vary from batch to batch. However, production is matched back to the master sample to ensure that the colour remains within a commercial tolerance.
This process is not an exact science and a commercial tolerance is subjective and also a greater level of tolerance is required on blended colours and it is therefore advisable to purchase carpet from the same dye batch in any installation requiring exact matching.

It is also unfortunate that when you bought the bedroom carpet in June 2012 it was purchased at a vastly reduced price (Remnant) as early last year this range had been discontinued by our supplier and as a result this carpet is now no longer available.
I am sorry that I cannot agree to meet your request to replace the bedroom carpet at a cost to us as the product is not faulty, However should you find that you are not able to live with this carpet, as a gesture of goodwill I would be happy to find you an approved alternative at a reduced cost. 

Yours Sincerely

Colin Symonds (Branch Manager)


