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Reference S20397--- Customer Boldy
The customer phoned on Saturday 22-07-06 at 1.05p.m. and spoke to me for about 35-45 minutes she was very terse and upset with the lack of service and the lack of attention to detail with the carpet installation her main points were as follows:-

1. Fitting scheduled for Thursday 20-07-06 which was cancelled due to Alan Gent having a problem at home, the order was a recommendation from a previous customer Holly Charrington and the order was taken on the basis that the carpets be fitted by the 21-07-06.

2. John Cresswell rearranged fitting for Friday 21-07-06 of which Tony White arrived at 11.00a.m.

3. Until the call on Saturday lunchtime we were unaware of any problems the customer complained that Tony was absent for about four hours returning at 3.00p.m. to carry out completion of the mastic seal to the stairs, the customer left at 3.30p.m. at which point no carpets had been fitted other than the underlay and accessories, she was advised by the fitters that due to the heat they were unlikely to finish and would return at 9.00a.m. The next day Saturday 22-07-06, she requested that the top bedroom be fitted at the very least.

4. The fitters arrived back at 9.45a.m. and were on site only for about an hour and a half when tom (Tony’s assistant received bad news by phone about his father, Tony left a note for the customer and drove Tom to Epsom hospital .

5. The customer then phoned AOS and described a very poor installation and that ultimately the work was not completed, I spoke to Tony who advised that apart from going to the bank he was present all the time on the 21-07-06 and could not recall any conversation with the customer about the bedroom having to be fitted, he offered to go back on Sunday, however the customer did not want Tony back in her property as she felt totally let down in relation to the first day Friday 21-07-06

6. The customer then phoned again on the Saturday to say the lock in the lounge had been broken (having subsequently spoken to Tony he was advised that the lock was already broken this matter was advised by the customer.

7. Canice inspected the work on Monday 24-07-06 and reported in the main a particular lack of attention during the installation in that the following points were noted, in the top bedroom and hall area’s the felt was fitted on top of the gripperods consequently resulting in a poor cosmetic finish upon closer inspection he noticed that the underlay had not been stapled, winder 3 had been laid at an angle and not running directly over the riser, the seam in the lounge was poor and the fitting was incomplete coupled with the top stairs also not completed due to the job not being finished  as previously advised .
8. Glen is returning to remedy the aforementioned issues on Wednesday 26-07-06 and will need paying, whilst Tony offered to go back and given the sad situation Tom is currently experiencing personally, we will still need to pay Tony , however I believe we need to deduct some funds to pay Glen  
Accordingly please can we discuss this matter as soon as possible.
Andy O’Sullivan


