Jan Roberts

Victoria Carpets

Worcester Road

Kidderminster

Worcestershire

DY10 1HL

Your Ref: JR/49638

22nd August 2002

Dear Ms Roberts

I refer to your letter dated 20th August with regard to our debit note number 05808.

May I firstly remind you that a piece of carpet was sent to us with a BLATANT dirty mark. The consequences were, we were unable to complete the installation for the customer on the appointed day in question. The balance of £752.82, which we normally collect on completion, was obviously not paid. A member of our staff had to order a replacement carpet, liaise with the customer to arrange a mutually convenient date to install the replacement. (Estimated time 30-40 minutes) On the day the fitter fitted the replacement carpet our 2 man team (they work in pairs as most jobs require 2 people) spent 1-2 hours travelling to site fitting the carpet and travelling to the next appointment.

On the day of delivery of the replacement carpet the customer was not at home personally to supervise the installation so we were unable to collect our balance as she wished to inspect the carpet herself. Not an unreasonable request as the original carpet was faulty. To date the customer has not paid her outstanding balance a matter we feel we would be unwise to press too hard at this juncture to preserve good will. We have made one telephone call and sent one reminder letter so far and we will probably have to follow up the matter further before payment is made.

To summarise the situation we have incurred additional costs as detailed below through no fault of our own.

1. At least 30mins of a senior employees time ordering a replacement.

2. 3-4 man-hours lost in fitting a replacement carpet.

3. 30 minutes admin time in raising debit note and associated computer work for our bookkeeper & accountant.

4. 30 minutes for our warehouse staff to pack, label and store the carpet for return, load the carpet on to your vehicle and raise paperwork for our accounts department as proof of collection. 

5. Requesting balance from customer so far. 1 telephone call, 1 letter total time and estimated cost £3-5.

6. Unknown further costs to collect the outstanding balance. 

7. 30 minutes of my time in replying to this letter.

8. Good carpet fitters are in short supply in London so losses on carpet we could have sold & fitted in this time are unknown but £100/£250 would be a conservative estimate.

9. Parking in our operating areas range from 50p - £2 per Hour.

I consider our company to be a good customer of Victoria carpets as we not only purchase a reasonable amount of carpets from you we pay promptly, handle disputes very well looking after the manufacturers interests as well as our own and have often saved manufacturers money if we can utilise a faulty carpet by re-planning an installation rather than demand a replacement to avoid all the additional costs I have detailed above. 

In conclusion in your letter you state and I quote “in accordance with the Carpet Council “Guarantees and Code of Practice” we are prepared to reimburse reasonable direct costs incurred in the uplifting and fitting of replacement carpets”. If you have the telephone number of 2 men who live in London and own their own van and work for £2.00 an hour PLEASE forward their details to me and I will double their wages immediately, accept your offer of £8.00 and send you personally a reward for finding me such a “gem”.

If on receipt of this letter you feel our debit note of £30.00 is unreasonable and your offer of £8.00 “more than fair” then please ring me personally on 020 8879 0485 where I will be happy to listen to your explanation of your offer. If you were only acting on instructions then please pass my telephone number to your superiors and ask them to ring me. Alternatively a receipt of a credit note for the full value of our debit note 05808 will be, on this occasion only, the end of the matter as far as I am concerned. 

May I also ask you and your department to seriously consider twice before ever sending such a ludicrous letter to our company again if Victoria carpets wish to maintain the good relationship they currently have with Mr Carpet Ltd in the future.

Yours Faithfully

D A Guyan

Managing Director

