
	Mr Mark Dyer

	96a Philbeach Gardens

	London

	SW5 9ET

	


31st January 2005

Dear Mr Dyer,
Re: Order No. P21266 - 90 Eaton Place

Further to your letter dated 31st January 2005 regarding the credit card transaction for the deposit payment relating to the purchase of carpeting for the above property, I would like to respond to the various points that you have raised as follows.

Firstly, I would like clarify the position regarding the payment of deposits. Orders below £500.00 can be accepted without a deposit payment at the manager’s discretion, however, orders over £500.00 require a deposit payment of 50%. 

I have checked your file and can confirm that you have paid 50% deposit on four out of the six orders that we have on record dating back to 2001. The two orders for which you did not pay a deposit, where both under £500.00 in value. A list of these orders and the relevant transactions payment dates is attached to this letter.

I would like to make it quite clear that it is not our policy to charge credit card transactions without first obtaining verbal authorisation. As your secretary ‘Sandie’ has handled most of your dealings regarding the purchase of carpets from us in the recent past, we thought that it was fair to assume that any instruction issued by Sandie would have been agreed with you first. 

On 10th January 2005, I called your office and spoke to Sandie to ask how you would like to pay the 50% Deposit which was required to process your order. I asked Sandie if you would like to pay using the same credit card details that you had used to pay for your last two transactions, Sandie authorised this method of payment. Unfortunately the transaction was declined, I contacted Sandie again to advise her that the card had been declined at which point she told me that the previous card which had an expiry date of 03/05 had been replaced with a new card and proceeded to give me the revised card expiry details of 10/05.  We could not have obtained this information by any other means other than it being provided by you or in this instance by Sandie who we thought was authorised to act on your behalf. 

We do feel that we have acted entirely correctly in this instance but apologise if this transaction has caused you inconvenience. We would be more than happy to accept your deposit payment by other means if you would prefer.
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As you mention in your letter, you have been a satisfied customer for a number of years and it is our aim to keep you as a valued customer for many years to come, therefore I would be most grateful if you could contact me at the office to discuss how we may resolve this matter and avoid any further misunderstanding.

Yours sincerely

Nigel Symonds

Branch Manager


