Ms J Sutcliffe

William Pownall & Sons Ltd

Spenbrook Mill

Newchurch In Pendle

Fence

Burnley

BB13 9JH







By Fax & Post

18th July 2002

Dear Ms Sutcliffe

Reference: Complaint No 1621 – Francis

With regard to the above complaint, I first contacted you in March. I am not sure if you are the person I spoke to originally but I explained then that we had attempted to re-stretch the carpet on 3 separate occasions. The final occasion I personally went to site and inspected the carpet underlay and sub floor. It is my opinion after 26 years in the trade, that the fault is a result of shearing and is possibly highlighted by the local light conditions for the location of the fault. The person I spoke to at the point of initial contact also discussed the possibility of a shearing fault as they had in their experience seen such a fault on a fine finish twist pile.

After contacting you again at least four weeks after the initial contact (your confirmation fax is dated 20th March 2002) I finally received your letter dated 16th July (almost 4 months after registering the complaint) on Tuesday 17th July. In this letter you state that the problem is a result of the carpet rucking in the length. Your expert also suggests that a power stretcher will rectify the problem. I must state that I totally disagree with their findings as the carpet is very taught in the installation and the “ridge” is very minimal and only visible in certain lights. The fact that the “ridge” is across the length of the carpet also bears out my thought that it is a sheering fault or stop mark.

In conclusion I find your whole approach to this matter unprofessional and totally inadequate. Even if I am wrong in my opinion, which I do not believe I am, the fact that you feel that a power stretcher in a 5.40m x 5m domestic installation is normal for your products, only leaves me to conclude that selling your products is not in the interest of our company. In this particular installation there is wood panelling, which is quite old with a delicate paint finish, and power stretching will probably cause damage to the panelling.

Also four months to resolve a complaint has only exasperated the situation and not acceptable to us as a service from a supplier.

I am therefore putting you on notice that I intend to resolve the matter with my client to their satisfaction and I am holding your company responsible for all reasonable costs in doing so. I will take whatever action is necessary to recover said costs on completion. I also require that you remove your tombolas and samples from our three branches before 30th July 2002. 

If you fail to do so by this date then I will dispose of the tombolas and not be held liable for their value.

If you do not have the branch addresses for the collection of the tombolas then if you contact us we will happily provide the details.

Yours Sincerely

David Guyan 

Managing Director

