
Stoddards Carpets


Barbados Road
19/7/04

Kilmarnock


Ayrshire
Fax  0845-2720033

KA1 1SX
Tel  0845-2720032


Craig Barrowman

Re: Your ref. 9782. Our order no. S18101, Mrs Horne, 46 Ullswater Road, Barnes, London, SW13

Dear Craig

Thank you for the letter from your customer services dept after the inspection of our customer’s complaint. I am disappointed that this complaint has been rejected.

The only reason that I did not organise a replacement at Stoddards expense, is that this was the second carpet for this job, as the first carpet also came in badly soiled, and I felt embarrassed given that when I ordered this replacement, I asked the sales to ensure that this carpet was inspected before sending, and they ensured me that it would be.

The carpet was even more soiled than the first one, so I asked Stoddards to authorise the carpet the carpet cleaner for the same day, so that we did not leave the customer with underfelt and carpet gripper showing, as they have small children running about, and they did not have to leave all their furniture in the other bedrooms. Even then, I was not confident that a perfect piece would turn up at the third attempt, after the others.

The carpet cleaner is one we have used for a few years now, and he is very thorough and we never get call backs from his work.

The carpet was so badly soiled I asked him to do his best, which he did, but he could not get all the stains out, but as the worst ones would end up under the bed, the customer accepted this.

As I do not think all the points on our complaint form were taken to consideration, and your inspector did not look under the bed, where the customer pointed out the worst stains, I feel that Stoddards should replace this and cover the fitting costs

Yours sincerely

John Cresswell (branch manager)


