Mr & Mrs English

20 Clare Lawn Avenue

East Sheen

London

SW14 8QS

22nd March 2002

Dear Mr & Mrs English

Reference: Carpet order No – S16034

I have received your letter dated 10th March. 

When you first complained to us after the carpet was installed your complaint was directed at a difference in shade, which you claimed was between the bedroom directly in front of you and the landing carpet when you turned left at the top of the stairs. 

Our salesman inspected these two areas and this was reported to Victoria carpets and after their inspection 2 pieces of carpet cut from random waste was sent to the manufacturer for laboratory testing. These came back as a pass in colour matching within tolerances allowed in manufacturing.

You subsequently wrote to me and when I initially called to your house you directed me to the bedroom to the left of the landing after you have turned left at the top of the stairs and said you could see a difference between these two areas. This you had not previously disputed at any of our previous visits and it was only after 5 – 10 minutes of me being in your house did you question the match between the other bedroom and the landing. On this occasion I also collected 2 pieces of waste carpet which were sent for laboratory analysis. These two pieces also came back as a pass for colour match i.e. within commercial tolerances allowed in manufacturing. 

If you check your original estimate and order confirmation it clearly states we are using 2 different widths i.e. 4m & 4.57m. This was to save you significant and unnecessary waste to the bedroom on the left of the landing.

Therefore my conclusion remains unchanged that we have fulfilled our contract to supply & lay carpeting as per our above order number. 

The two sets of test results both confirm that the carpets are of a commercial match and I feel our position is robust.

If you wish to confirm in writing EXACTLY what you feel you require from me to satisfy you with this purchase I will give it full consideration on both a commercial basis and also in the interest of customer goodwill.

If however your demand is too great I feel I will be unable to assist you further and if you still are unwilling to pay the balance at this point we will have to treat this order as an unpaid debtor. 

I am away from the office until Wednesday 3rd of April and if you can consider your position by then I will reply to you on my return.

Yours sincerely

David Guyan

Managing Director

