Mr R Polley
8 William Street

Carshalton

Surrey

SM5 2RB

30th September 2009

Dear Richard

Ref: Price List for services
Further to our recent conversations I am sure you realise that I am less than happy. As I said to you on the telephone Mr Carpet is willing to pay for their mistakes but if you make a mistake we do expect you to admit it and sort the problem out at your expense without the need for the unpleasant arguments.

I also want to confirm with you that NO WORK UNDER ANY CIRCUMSTANCES should be carried out without a worksheet from Mr Carpet and any problems with our work should be referred to the branch in question and for clarity I suggest you make a note of who you or your staff speak to as any differences that we authorise will be referred to the person who authorised it to explain why the alteration to the cost was necessary for my satisfaction.

With regard to the situation of prices you charge for your services Richard Clough advises me that he did send you a form (copy attached) requesting a written confirmation of your charges in January of this year but to date he has not received a reply from you.

I am in agreement with you that I would prefer to maintain our relationship but the following points must be agreed in writing for us to continue.

1. We receive a written price list of all your charges at my office and require at least 14 days notice of any alteration to the price list submitted.

2. If there are mistakes made that are caused by either you or your staff then we expect you to cover the costs of resolving these issues.

3. We receive the above confirmation & price list within 7 days from the date of this letter.

As I said I get very disappointed that when there are issues you always take a defensive stance and deny any fault on your part. If we are your best customer and you are willing to look at ways to improve the service then the above requests should be no problem for you to improve your relationship with your best customer in these difficult times.
I shall be personally authorising your invoices for the foreseeable future to ensure that items are correctly costed and ensure all my staff have a copy of the current price list so they do not make mistakes and try to under pay you.
Yours Sincerely

D A Guyan

