Mr S Carter
Flat 10, 71 Elm Park Gardens

London

SW10 9QE

24th October 2008

Dear Mr Carter

Reference: Marmoleum Fitted to bathroom floor at above address.

I am in receipt of your letter dated 22nd October and I must firstly apologise that you are in this unfortunate situation. 

As a company who have traded in South West London for nearly 26 years we value our reputation and work hard to ensure we maintain our reputation as we rely solely on recommendation.

Unfortunately our fitter Malcolm, who has worked for us for 22 years fitting Lino and Amtico was recently taken ill. He has tried to continue working and we have therefore been accepting lino and Amtico orders until recently.

Malcolm was taken ill again prior to your flooring being installed and we contracted another fitter who we were told was a capable lino fitter to install the floor at your property so we could keep our scheduled appointment for the 6th October.

When our estimator was called to inspect the installation he did accept the installation was not up to the standards we expect and he without hesitation accepted responsibility for the situation and offered to arrange a replacement material. I think you agree that not every company is willing to face their responsibilities so readily in today’s market place.

Our subsequent problem is we do not have a fitter available that we are confident with their work so that we can arrange to come and fit your flooring to an acceptable standard within your deadlines. When you spoke to Mr Symonds the branch manager he did explain we did not have an available fitter but he did not explain the exact reason why as the fact that Malcolm has been taken ill and subsequently this week diagnosed as terminally ill it has been a very upsetting time for the company as Malcolm has valued member of a close knit team and will be sadly missed.

As you demanded an immediate replacement when you spoke to Mr Symonds and you told him Forbo Nairn can supply replacement materials in 2 days he did explain that the materials were not the problem but the suitable worker was the problem as you stated yourself in your letter. He was not willing to risk another unknown fitter to call to your house and he did say he would get back to you as soon as he could resolve the fitting dilemma. I must admit at this time he was hoping that Malcolm’s illness was not as serious as it has turned out to be.

Consequently we are currently not able to offer a solution for the foreseeable future and while we will need to take on a replacement floor layer this could take some time to find the right person to meet the standards we require and therefore I have no alternative but to refund in full your deposit of £225.00 paid which we have today refunded to the Mastercard that the deposit was charged to initially. This will allow you to order new flooring from another company if you feel that the flooring we have installed is not even acceptable if supplied to you free of charge.

Once again I am sorry that we have been unable to resolve this situation by replacing the flooring which we would have preferred within your deadline of the 30th October.

Yours Sincerely

D. A Guyan

Managing Director

