
STATEMENT
Re: Order No. P21903 – Mrs Rossomi

The above customer visited our showroom on several occasions to select new flooring for her Kitchen & Bathroom. She selected Rhino Platinum 36514 & a measure was arranged for Thursday 20th April 2006. She also stated at that time that she had a budget of £500.00 for the works to be done.
Following the estimator’s survey a written estimate in the sum of £515.00 was posted to the customer on the same day. On 22nd April 2006 the customer visited the showroom again to place an order, at that time she changed her selection to Nairn Signature, colour 84017 at no additional cost. She paid £250.00 deposit using her Maestro Debit card.
The Order was processed & fitting was scheduled to screed the floor on the morning of Monday 15th May 2006 & to return & lay the vinyl flooring on the morning of Tuesday 16th May 2006. 
At the time of booking the fitting I explained to Mrs Rossomi that we needed to apply a latex screed to smooth the floor prior to laying the cushion vinyl & therefore her kitchen would be out of bounds for some 6 – 7 hours whilst the screed dried. At this point the customer expressed her concern that she would not have access to her kitchen to either cook a meal or to make hot refreshments.  I explained that if the floor condition under the old vinyl was not too bad, then we may be able to use a quicker drying screed known as ‘Feather finish’ which would facilitate a quicker installation, however I did explain that we would not be able to tell if this would be possible until the old vinyl had been removed & the state of the sub-floor could be properly determined. Mrs Rossomi continued to express concerns about not being able to use the kitchen at which point I suggested that she could get in a takeaway meal for one night & that she could also put a kettle, cups, tea bags etc. onto a tray & place it in the Living Room so that she could make a hot drink when she wished. 

With Mrs Rossomi’s concerns fresh in mind I instructed the fitter’s to use the quicker drying ‘Feather finish’ screed if it was suitable even though this is a more expensive screed for us to buy.
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STATEMENT (cont.)

Re: Order No. P21903 – Mrs Rossomi

On the day of installation, once the works had been completed the customer called into the showroom to pay the balance outstanding by debit card (one transaction for £250.00 timed at 15.56 & 1 transaction for £15.00 timed at 15.57). At that time she asked again how it was that we had been able to complete the work in less time than we had first indicated & I again explained about the different screeds etc. & said that she would at least be able to cook herself a meal that night rather than get a takeaway. When leaving the shop, Mrs Rossomi turned back from the door & asked me pass on her thanks to the men who carried out the work for doing a good job.
A couple of days later Mrs Rossomi called me on the phone to say that she had opened the fridge door and a glass shelf had fallen out & had cut the cushion vinyl, something she was most upset about. She claimed that it was the fitter’s fault & that we should change the flooring free of charge as in her words ‘they must have dislodged the shelf when they moved it’. I explained that, although very unfortunate, I could not see how I could hold the fitters responsible for the damage & offered to send the fitter back to see if he could affect a repair. She declined the offer & said she would speak to someone & get back to me. During this conversation Mrs Rossomi did not mention any of the other issues that she subsequently raised in her summons dated 7th June 2006.
After this telephone conversation I personally had no further contact with Mrs Rossomi.
This is a statement of truth.
Signed:-
________________________ Nigel Symonds - Branch Manager
Date:-
________________________
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