12th April 2017
Mrs C. Lund

Flat G

73 Edith Road

London

W14 0TH

Re: complaint on kitchen and bathroom flooring, order no. F25478
Dear Mrs. Lund,
With reference to your complaint about the Moduleo Transform Plank vinyl flooring laid in your kitchen and bathroom on the 13th & 14th March, I have spoken to Graham, Paul and the fitter, Grant, to ascertain the series of events that have lead us to this situation.
On Paul’s first site visit to prepare the quotation, you did ask if the flooring could be laid completely under the fitted kitchen units, we advised this was unnecessary as the tiles would not be seen and would involve a lot more work and therefore we quoted to fit to just under the plinths.

When Grant arrived to install, on taking up the existing laminate we came across a problem that could not have been foreseen. The floor does fall away from the door into the kitchen towards the wall with the kitchen units and bath. This had been packed up with bits of board.

We agreed to lay an extra layer of ply on the lower section and screed the whole area to improve the floor level, and you agreed to pay the extra cost.

However when Grant returned on the second day you had removed all the kitchen units and insisted that Grant lay the flooring under these kitchen units, although we had never intended to do this. Grant had no option then but to lay the flooring under the kitchen, the floor falls away even more under the units and also we no longer had a stopping point to screed up to, where we could have built the screed to a higher point.

This is why the floor now noticeably slopes and the kitchen units do not now sit level. If we had laid as our original intention the floor would be more level and the kitchen units would be untouched.

I do not feel it is our responsibility we are in the situation we are in. The kitchen units legs could be packed up to make them level and the plinths could be adjusted where necessary, this should resolve the kitchens slope, but the floor would remain the same.

Alternatively we could take up a section of the floor and do much more extensive preparation work and then fit new tiles, and although I would be happy to cover the cost of the extra tiles, as a gesture, but feel that the extra costs for this work would need to be covered by yourself.

With regard to the join between the old laminate flooring and the new vinyl flooring, we had allowed a wooden threshold to be fitted, but I believe it was decided to fit without this as it is slightly raised and possibly a trip hazard in your circumstances. I can appreciate the laminate flooring edge is now chipping and we would need to either fit the original wooden threshold or to find a suitable metal edge to install, and we are happy to arrange this.     

Yours sincerely,
