Dear Mrs Smith

We were unaware of the extreme inconveince to you as when Andy mentioned the issue to you as mentioned in my previous email to you it was agreed that we would replace the carpet as quickly as possible which is Monday 7th November due to the carpet being produced and dispatched abroad. If we could of obtained the carpet any sooner we would have done so. According to Andy’s notes from the phone conversation there was no mention of the impact that the failed installation would have nor was there a safety concern mentioned. The 1st we knew of upset that this has caused you is in your email to me @ 18:47 yesterday. If I had known I would have either had the fitter remove them or I would have come over and remove them myself and we would have re-fitted them along with the carpet.

Whilst we do appreciate the business that you have kindly done with us over the years it is with regret that we can offer no compensation. The only thing we can offer is an additional 10% off of your next carpeting purchase of which I have attached a document for you to produce.

Richard Clough
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: richardclough@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 

Winners 2013 - Interiors Monthly - Best Carpet Retailer 3+ Stores
 

 Please consider the environment before printing this email


From: Nia Janis Smith [mailto:niajanis@hotmail.com] 
Sent: 04 November 2016 18:47
To: Richard Clough
Cc: Anthony Rickard; Richard Smith; <sheenbranch@mr-carpet.co.uk>
Subject: Re: Carpet Quotation
Dear Richard
Thank you for you email. I'm afraid I disagree. The fault lies on your side & therefore it is entirely reasonable that you should be doing whatever you can to rectify the problem as soon as possible - the fact that is costing you is really not our problem. 

As I said we have been inconvenienced by having the room out of action. I was due to be working in there this week but was unable to. We have not been able to move furniture in there that has had to be stored elsewhere in the house & I stalled other items arriving this week, all planned around the arrival of the carpet. My elderly mother has not been able to use the daybed to rest and we have had to make sure that our 3 year old does not go in the room because of the exposed nails. 

I am not sure of the relevance of our nanny kindly allowing the unused carpet to remain in the room. It is the fact that we have not been able to use the room due to there being no carpet, exposed underlay & dangerous nails that is the issue.

I would ask that you reconsider. We would always prefer to use & recommend small local firms & would rather continue than take our business elsewhere. 

Yours sincerely 

Nia Smith 


Sent from my iPad


On 4 Nov 2016, at 13:21, Richard Clough <richardclough@mr-carpet.co.uk> wrote:

Good afternoon Mrs Smith
 
I am the branch manager and replying on Mr Carpets behalf.
 
I am sorry for the position that you find yourself in due to our measuring error and can only apologise for the current inconvenience. 
 
I have spoken to the fitter who informed your Nanny that the carpet was short and asked if he could leave the carpet on site as his van was full and she replied “that would be fine as the room isn’t used much” otherwise I would have had the fitter return the carpet to my showroom so that it was not in your way.
 
As Anthony mentioned in his previous email we have arranged for the replacement carpet to be sent into us via a courier to speed up the process and cause the least amount of disruption. I see from the file notes that Andy who dealt with the matter on the day informed you of the error within an hour of it occurring and indeed move work to ensure that on Monday 7th November you would be a 1st delivery meaning our fitters being on site between 8-9am. Whilst we understand your disappointment we were in a difficult situation as it was a non UK product our cost expedite this a.s.a.p has resulted in a loss therefore we have shown diligence and the utmost customer service to put this right. 
 
In summary and with regret we have no further monies to offer for compensation but we believe in keeping with our reputation we have been as fair and reasonable in our actions to remedy this very unfortunate scenario demonstrating our desire to minimize the disruption to you as little as possible. 
 
In the meantime,
 
Kind regards
 
Richard
 
 
Richard Clough
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: richardclough@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 
Winners 2013 - Interiors Monthly - Best Carpet Retailer 3+ Stores
 
 Please consider the environment before printing this email
 


From: Nia Janis Smith [mailto:niajanis@hotmail.com] 
Sent: 04 November 2016 10:34
To: Anthony Rickard
Cc: Richard Smith; <sheenbranch@mr-carpet.co.uk>
Subject: Re: Carpet Quotation
 

Dear Anthony

 

Given we have been a loyal customer and recently placed a big order with you, and this was your error not ours, I would ask that there is some form of compensation. That room was being used & has not been able to be used for a week which has been extremely inconvenient. 

 

I look forward to hearing from you

 

Nia 


Sent from my iPad


On 3 Nov 2016, at 18:52, Anthony Rickard <anthonyrickard@mr-carpet.co.uk> wrote:

Hi Nia
 

Apologies in the delay in response.
 

I made an error on my site visit in not noticing that the walls are not straight so I can only apologise for any inconvenience caused.
 

I have paid for the carpet to be courier rather than the standard delivery to ensure it gets here as quickly as possible to ensure your room is not out of action for any longer then necessary.
 

I hope once the work is completed your overall experience is Mr Carpet is a positive one, and this human error does not taint your opinion of our service/company. 
 

WHEN REPLYING TO A E-MAIL, PLEASE CLICK 'REPLY ALL' TO INCLUDE 'sheenbranch@mr-carpet.co.uk' IN THE 'CC' TOOLBAR FOR A QUICKER RESPONSE.
 

Regards,
 
Anthony Oguzhan Rickard
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: anthonyrickard@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 

 



From: Nia Janis Smith [mailto:niajanis@hotmail.com] 
Sent: 31 October 2016 20:30
To: Anthony Rickard
Cc: Richard Smith; sheenbranch@mr-carpet.co.uk
Subject: Re: Carpet Quotation
Dear Anthony

 

Given the room is currently out of action for a week are you going offer some form of compensation?

 

Regards

 

Nia 


On 29 Oct 2016, at 09:25, Anthony Rickard <anthonyrickard@mr-carpet.co.uk> wrote:

Good Morning Mrs Smith.
 

Hope all is well. 
 

As per your quotation and order confirmation your balance was due by 9am on Thursday (28th Oct). Could you please arrange this asap as the warehouse will not release the products with an outstanding balance.
 

WHEN REPLYING TO A E-MAIL, PLEASE CLICK 'REPLY ALL' TO INCLUDE 'sheenbranch@mr-carpet.co.uk' IN THE 'CC' TOOLBAR FOR A QUICKER RESPONSE.
 

Regards,
Anthony Oguzhan Rickard
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: anthonyrickard@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 

 



From: Richard Smith [mailto:richsmith3000@yahoo.co.uk] 
Sent: 14 October 2016 09:34
To: Anthony Rickard
Cc: sheenbranch@mr-carpet.co.uk; Nia Janis
Subject: Re: Carpet Quotation
Hi - I've just paid £310.

 

Thanks

Richard 


Sent from my iPhone


On 13 Oct 2016, at 12:38, Anthony Rickard <anthonyrickard@mr-carpet.co.uk> wrote:

Hi Richard
 

Account: 51001837
Sort Code: 60-21-10
 

Please put S28791 as your payment reference to help our accounts team allocate the payment to your account.
 

Could you also let me know the amount you pay through as well please
 

WHEN REPLYING TO A E-MAIL, PLEASE CLICK 'REPLY ALL' TO INCLUDE 'sheenbranch@mr-carpet.co.uk' IN THE 'CC' TOOLBAR FOR A QUICKER RESPONSE.
 

Regards,
Anthony Oguzhan Rickard
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: anthonyrickard@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 

 



From: Richard Smith [mailto:richsmith3000@yahoo.co.uk] 
Sent: 13 October 2016 12:25
To: anthonyrickard@mr-carpet.co.uk; sheenbranch@mr-carpet.co.uk
Subject: Fwd: Carpet Quotation
Anthony - can you send your account details so I can pay a deposit?

 

Thanks

Richard 

Sent from my iPhone


Begin forwarded message:

From: Nia Janis Smith <niajanis@hotmail.com>
Date: 13 October 2016 at 12:16:01 BST
To: "richsmith3000@yahoo.co.uk" <richsmith3000@yahoo.co.uk>
Subject: Fwd: Carpet Quotation
Can you pay deposit? xx


Begin forwarded message:

From: Anthony Rickard <anthonyrickard@mr-carpet.co.uk>
Date: 13 October 2016 at 11:50:59 BST
To: 'Nia Janis Smith' <niajanis@hotmail.com>
Cc: <sheenbranch@mr-carpet.co.uk>
Subject: RE: Carpet Quotation
Good Morning Nia.
 

Due to the time it takes to get the carpet delivered we could probably fit W/C 31st Oct (I have space on the Monday which I'll reserve)
 

I will not know any concrete delivery days until I place an order, so when I receive a deposit, I will order it and give you a definite fitting date?
 

WHEN REPLYING TO A E-MAIL, PLEASE CLICK 'REPLY ALL' TO INCLUDE 'sheenbranch@mr-carpet.co.uk' IN THE 'CC' TOOLBAR FOR A QUICKER RESPONSE.
 

Regards,
Anthony Oguzhan Rickard
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: anthonyrickard@mr-carpet.co.uk
W:www.mr-carpet.co.uk
 

 



From: Nia Janis Smith [mailto:niajanis@hotmail.com] 
Sent: 13 October 2016 11:36
To: Anthony Rickard
Cc: sheenbranch@mr-carpet.co.uk
Subject: Re: Carpet Quotation
Thanks Anthony, we'd like to go ahead. How quickly can it happen? 

 

Best

 

Nia 


On 12 Oct 2016, at 16:25, Anthony Rickard <anthonyrickard@mr-carpet.co.uk> wrote:

Good Afternoon Nia
 

Please find attached the carpet quotation for the study attached. Please bare in mind the carpet for this room will be from a different dye batch so there could be a slight colour variance compared the the carpet elsewhere
 

In regards for the soiling in the master bedroom, I would recommend calling Cardinal Cleaning Services on 02087830165 in regards to see if that mark can be cleaned.
 

WHEN REPLYING TO A E-MAIL, PLEASE CLICK 'REPLY ALL' TO INCLUDE 'sheenbranch@mr-carpet.co.uk' IN THE 'CC' TOOLBAR FOR A QUICKER RESPONSE.
 

Regards,
Anthony Oguzhan Rickard
Mr Carpet Ltd
293-299 Upper Richmond Road West
East Sheen
London
SW14 8QS
T: 020-8876-9126
F: 020-8878-2655
E: anthonyrickard@mr-carpet.co.uk
W:www.mr-carpet.co.uk
<S28791 SMITH.pdf>
