26 Dunmore Road, West Wimbledon, London SW20 8TN

phone 0208 947 7181


FAO Mr M Farmer

Mr Carpet

308 Worple Road

Raynes Park

London SW20 8QU

Three pages by e-mail and post

Wednesday, 22 September 2004

Dear Mike,

Re: Gundorf 20mm Oak Summer Lacquered Wood Flooring 

We reply to your “without prejudice” letter dated 7th September 2004 regarding the floor that your company provided and installed at our house.

We must apologise for the delay in replying to your letter, however we have been monitoring the ongoing behaviour of the floor and although it would be preferable to allow a longer period of observation we felt that a response was now due.  In addition my wife has had to have an operation which has occupied our minds somewhat of late.

We would like to point out that we had to wait two months, whilst you were holding our deposit of 50% of the costs of the floor, prior to you supplying the floor during which time you were not forthcoming with information regarding time scales for delivery or installation.  The time delay resulted in us having to rearrange decorators and carpenters who were waiting to start work within the house.

We are amazed that you mention in your “without prejudice” letter dated 23rd September 2004 that “a good deal of understanding on our behalf” was needed!  We feel that it is you who were not forthcoming with understanding.  My wife phoned your shop during the installation of the floor stating our grave concern about the quality and grading of the planks mentioning that the floor looked distinctly rustic, which was not what we had ordered, and she was told by your colleague that you were away and that you would not contact us on your first day back as you would be too busy catching up with phone calls! 

 You state in your letter dated 7th September 2004 that “I’m keen to progress with the situation so I think it would be helpful if I set out Grundorf’s suggestions to giving you a satisfactory floor”.  We would point out that under the sales of goods legislation (Sales of goods act 1979 and sales and supply of goods to consumers regulations 2002) as the retailer you hold the responsibility for the installation, quality and serviceability of the floor not the manufacturer.  Again we waited patiently for several weeks whilst you communicated with Grundorf.  We would like to point out that we again demonstrated understanding in providing you with this time delay.

We were mislead regarding the quality of the floor as previously discussed with you in person when you came to inspect the floor and with the representative from Grundorf who surveyed the floor.  We were told by you when we first met in your shop that there would be a few knots and that no knots greater than 10mm in diameter, that all knots would be filled and the floor would be fully lacquered.  We insisted at our original meeting in your shop that we did not want a rustic looking floor.

You had to order in longer planks as none were in stock and you could only supply shorter planks for our installation.  It was this that caused the time delay after you had taken our deposit, despite the fact that you gave us a date on ordering when you must have been aware of your stock in your warehouse.  As you stated to us during the visit to our house after the installation of the floor the long planks, which you ordered in, had very few knots and looked to be of a different grade to the remainder of the floor.  We can only conclude from this that the other planks that you supplied were of a lower grade than we ordered and you invoiced us for.

The floor that you provided and laid in our house has innumerable large knots the majority of which are not filled with many passing right through the section of the floor.  There are also a number of splits, running longitudinally along sections of some planks some of which are in-filled.  Your fitter ended up, towards the end of the installation, with a heap of planks that he considered sub-standard and faulty and we had then to make the choice of which of the sub-standard planks we would be prepared to accept.  This resulted in planks whose grain pattern and colour did not blend with the rest of the floor within the area in which they were installed.  We regard the floor as being rustic and we have strange areas of planks within the floor that look out of place with the other planks in the area.  This was not the type of floor that we ordered from you or that we desired.  You note in your letter that the Grundorf representative was inconclusive regarding the grading of the timber used in the floor.  We have not had sight of this report and would very much like to appraise it.  Please could you forward us a copy of the report.

The floor has warped and lifted in places post installation, does not appear to be sealed on all the bevelled edges and as you are aware has splintered from the upper surface.  The sections that are lifting in the lounge has resulted in movement of the units built over the floor and we have now to ask the carpenter to return to modify his work.  We will expect Mr Carpet to pay for all these additional costs. 

We are of the opinion that this is an inferior product and not as specified by you or as represented by the sample of flooring you supplied.  In addition the floor was not laid to the manufacturers recommendations.  The packaging in which the planks were delivered stated a minimum period that the flooring was to be kept within the installation environment.  The planks were delivered and installation commenced as soon as they were brought through the front door.

You suggested that sections of the floor could be replaced with new planks glued in place.  We have been advised by a professional carpenter, who as part of his work installs timber floors, not to have the floor repaired by gluing in sections.  This would

be a different fixing method originally adopted for fixing the planks and would have the potential for the glued areas to move in a different way to the rest of the floor.  This has in fact happened at one point on the floor where the two methods were adopted during the original installation.

The floor neither meets our expectation, the description you provided at the time of purchase, our expectation of the quality of the product, its installation or serviceability.  We have no confidence in this product which appears to have been misrepresented to us by you and is an inferior product that was sold to us as a premium product and was priced as such.

There would appear to be three solutions to the problem regarding the floor, which are as outlined below:

a) Remove the floor, provide accommodation whilst the work is undertaken, make good any damage, make good to the original floor and compensate.

b) Replace the floor, provide accommodation whilst the work is undertaken, make good any damage and compensate.

c) We keep the floor as it is and you compensate us.

As you now seem very concerned about time scales, we await your response at the earliest opportunity.

Yours sincerely

R B Higginson
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