	Mrs A Henley

	13 Skelwith Road

	London

	W6 9EX


6th September 2010
Reference – Our Order No F21028
Complaint on Barbados 20 

Dear Mrs Henley
Thank you for your letter dated 26th August 2010 and your payment of £747.50.

I understand why you have deducted the cost of £850.00 as the cost of the stairs and landing element of your original estimate, but the actual carpet cost of this estimate is only £340.48 including Vat, the remainder of the price is for underlay, ancillaries and labour costs that have been supplied satisfactorily. 
I am therefore unable to accept the figure of £747.50 as your final payment, as it is only the carpet element that is at fault, but I do agree with you that our suppliers have failed to provide an acceptable colour for your approval to resolve the situation. 
Under normal circumstances with manufacturing complaints, our supplier would require the offending goods to be uplifted from your premises and returned to them in order for us to receive a full credit for the faulty goods supplied and as we have been attempting to provide a replacement carpet I have not arranged for this to happen.
Whilst I fully understand that you have no further confidence in our supplier, I do not accept that Mr Carpet Limited should be deducted costs for materials and labour that have been supplied without fault and the cost for these materials and labour amount to £509.52.

Whilst every effort has been made on our part to resolve this problem, our aim is to keep customer satisfaction and also our reputation intact and therefore I am willing to accept that you are able to keep the existing carpet if a further and final payment of £400.00 is made 
This will mean that you get to keep the existing carpet free of charge and a reduction of £109.52 for the labour and ancillaries that have been supplied and are not at fault. 

I hope that this proposal is acceptable and I look forward to receiving your payment so I may credit the difference and bring closure to this matter
Yours Sincerely
Colin Symonds
Branch Manager
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