Tony Clark

19, The Horshams, Beltinge,

Herne Bay, 

Kent , CT6 6PF
28th June 2010

Dear Tony

Ref: Mr. John Abare - Sintra Boucle 4158  
I am in receipt of your letter regarding the complaint on Sintra Boucle and I must say I am appalled at your attitude to this complaint.

You state that there are no signs of attempts to clean this product which could, if cleaned incorrectly cause a carpet of this type to shrink. You also state that we have fitted the carpet to a domestic house which we were advised that this carpet is suitable for.

It is the consumers opinion (with which we cannot disagree) that the goods are not of merchantable quality and that three years is less then the normal life expectancy of the carpet and therefore has worn prematurely.
If the manufacturing process itself is not at fault then I would suggest that the materials used are of inferior quality and have failed to perform to a satisfactory standard.

With regard to your comment “ the general appearance suggests that it has received rather more traffic than two people would generate” I would be very interested to know why your inspector is able to determine this from a visual inspection but has not questioned the quality of the fibre used. Particularly the sisal element which can be affected by climate conditions during growth and crops do fail. Is it not possible that this fibre may be a batch that has “broken down” prematurely and therefore weakened the integrity of the structure and it is therefore the weakened structure rather than the foot fall that has resulted in the carpet looking tired before its expected time.
In conclusion I do feel that your inspectors are looking for excuses to wriggle out of a complaint rather than being objective towards the real cause of the problem.

I do not think you would be very happy if you had been recommended a product for your home in good faith only to find that the product fails after a very short period of time in what is normal domestic use.

I am not prepared to leave this matter as it is and I look forward to a prompt response to my letter as I need to resolve this complaint swiftly with my purchaser.
Yours Sincerely

David Guyan

