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Colin Symonds - Witness Statement

Re: Dura Tufting GmbH – Defective backing on Chalet Range

During the early months of 1999 Mr Paul Ashmore introduced himself to me as the UK Sales Executive for Dura UK.

A range of carpet that was of particular interest was Chalet,

This range consisted of 4 designs in co-ordinating colours and it was felt that this was a range that could fit into our portfolio.

Ranges Chalet Point 1919, Chalet Line 1920, Chalet Uni 1921 & Chalet Fresko 1922 were supplied in sample form for the showroom and also in June 1999 it was exhibited by Mr Carpet at the House & Garden exhibition at Olympia in London.

The initial response to the carpet was favourable and in the months of June, July and August 1999 orders were placed with Paul Ashmore by Facsimile.

During the installation of these first few orders our fitting staff began to experience problems with installation, whereby the backing of the carpet was so stiff that a stretch fitting was proving very difficult to achieve an acceptable result.

On checking the carpet at various sites it was noted that the backing on the material was considerably stiffer than the samples that were supplied to our showrooms 

It was at this point that contact was made with Mr Paul Ashmore to notify him of the problems that we were experiencing.

After some investigation by Mr Ashmore he reported back to us that the manufacturers Dura GmbH had contracted out the backing of the carpet to alternative source, which explained the difference in the stiffness between our showroom samples and the carpets supplied.

We then explained to Mr Ashmore that the carpets supplied were impossible to 

Install using the stretch fitting method recommended by the supplier. 

After inspecting the first complaint of Chalet Point, Mr Ashmore agreed that the backing of the carpet was too stiff and initially offered an allowance, which the client declined,
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An offer was then made to send a replacement carpet with the original backing. After some investigation Mr Ashmore advised that new stock would not be available in the normal (soft) backing until March 2000.

This was unacceptable to our client and he therefore refused to pay any further moneys, which left an outstanding balance payment of £1,085.00 

The next complaint was on Chalet Line 1920-90, which that again had the same problem, whereby the carpet was too stiff for installation. 

However on this occasion Mr Ashmore offered a replacement carpet with the ‘normal’ backing but this would be a different design, number 1921-90 apparently the only colour or design available with the normal backing from current stock at that time.

This was unacceptable to the client and having now lost confidence with the manufacturer, I was instructed to source a product from another supplier.

The next few complaints were very much dealt with in the same way and in all other cases, a replacement carpet had to be found to restore customer satisfaction. Replacement carpets were ordered & installed & the uplifted  carpets or carpets that had not been installed were returned to our warehouse for collection & credit by Dura as in our opinion the goods were sub-standard & not of merchantable quality.
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