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5th August 2010

WITHOUT PREJUDICE

Dear Mr & Mrs Abare,

Re: Carpet Complaint 

Further to my site inspection on 18th May 2010 & our subsequent conversations, please attached the contents of an email I have received from my Managing Director in response to your complaint & the manufacturer’s handling of it so far.
I am away on holiday for 1 week from 7th August, returning to the office on 16th August, so please feel free to call me or call in to discuss the matter further anytime thereafter.

Yours sincerely

Nigel Symonds

Nigel
I have spoken again to Peter Bowman about this complaint and after many conversations I have a solution to offer. I thought it best not to mention that we believe the problem to be caused by moths as this will give them a valid excuse to reject the complaint.


I,  like you feel that if the "impartial" inspector, who is paid by the manufacturer, had done his job efficiently they would have rejected the complaint and we would have no argument against it. 

Basically it appears that the wear was not consistent with normal wear and tear the inspector has assumed it has been misuse and has not looked further as to the actual cause.
However as they have taken this approach I don’t feel we should assist them further and on this basis I have been pushing Peter for a solution.

Peter has agreed to a good will gesture to assist us in resolving this complaint of a credit equal to two fifths of the price of the carpet (i.e. 5 year guarantee which has 2 years left since installation) but we will have to discuss this with Peter directly and not reply via the office as I am not sure how he is going to cover this with customer services in Portugal who are standing by their inspectors findings.

Therefore you can offer Mr Abare the following offer "WITHOUT PREJUDICE" in an effort to assist a satisfactory resolution.
1. 50% of the original value (carpet total only) against the purchase of a new carpet and he could re select a different product if he wished. 

2. Full replacement of only the areas affected to be replaced in the original carpet but we cannot guarantee an exact colour match to the non affected areas.
If you feel this is not going to be acceptable to Mr Abare, as he has had conflicting reports and therefore may be unsure of who to believe, we could take a section of the badly affected carpet and send it to Wira or some other lab to be tested. We would need an undertaking from Mr Abare that if as we suspect the problem is as a result of local causes i.e. moths that he will refund the costs of the test which Mr Carpet will pay initially. 
If we do take this route then the report would give the manufacturer a valid reason to reject the complaint and Peter will be unable to authorize the good will gesture payment so the above options will no longer be on offer.
 

I am not sure of the actual cost of such a test but I believe it to be in the region of £300 - £400 + vat. It is also important to point out that as they will need a piece of carpet approx 300 -500mm square for their tests there will be an area of carpet missing and no offer of a contribution to a replacement carpet if a local cause is identified and confirmed.
 

I think whatever option is selected we need Mr Abare to confirm to us in writing (an email will suffice) that we have advised him that we believe there is a moth infestation in his house because unless this is treated the new carpets will be affected in due course.
 

I am away from Friday until the 22nd August but if Mr Abare wants to proceed with either option 1 or 2 then you can proceed with the selection and ordering of the carpet and I will deal with Peter on my return. If we are going to send carpets for testing I will need to discuss this with the manufacturer first and this will not be until after 22nd August.
 

Let me know how you get on.
David


