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Dear Mrs Lewis,
I know that I said I would ring you today but I have decided to contact you in writing so that there can be no misunderstanding.
I have spoken to the manufacturer as mentioned who has reiterated that they have not changed any yarn suppliers, manufacturing methods or machinery since your previous purchase of the same carpet of which there was no issue reported.

After you raising your issue we inspected on 20th January as you felt there was a residue on the surface of the carpet that we did not find. We pointed out that the texture is consistent with the non compressed areas of the same carpet fitted over 4 years ago.

As you were unhappy with our finding I then asked that the manufacturer send someone to inspect the material further as we could find no issue and an inspector would have a greater knowledge than us so welcomed his opinion.
The date of 26th January was agreed and the inspector arrived 10mins ahead of the agreed time following a call to you of which you said was fine as your husband was at home. However the inspector said that your husband seamed vague as to which room there was an issue with and that there was a smell in the newly fitted room when 1st fitted but that that had now gone.

I have personally spoken to the independent inspector that your husband met at your home to look at the carpet who states that he made no comment towards the carpets appearance, texture or smell that you said he had. He does not give his views or opinions on the product or installation when on site. He said that as an independent technical examiner for over 30 years he has been and always will be impartial to either the manufacturer or the consumer and stands by his report.
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Mr Carpet Ltd are a member of the Carpet Foundation (please see link attached to this email) which is approved by trading standards and therefore have a code of practice that we work towards. I feel that we have made every effort in dealing with an issue that you feel you have, yet ourselves and an independent does not find leaving us in an unsolvable situation.

As a company in SW London for over 30 years we take pride in the level of service that we offer and full support to our customers when a product is found by ourselves to be at fault regardless of the manufacturers views however on this occasion I find your complaint unfound and therefore have no resolution to offer. 

As stated previously with normal use, wear and tear plus vacuuming creates a rubbing action to the pile which results in fractional felting/fuzzing of the yarn which makes the carpet feel different.

In the meantime, I remain,

Yours sincerely

Richard Clough

