RE: Flooring installation at 113 Bagdon Road

Dear Mrs Oakes

I have been forwarded the correspondence between yourself and Sally at our Raynes Park showroom and I have to say on reading your email it sounds like you have had an appalling service but on researching events and talking to people involved I must say I disagree and think on the contrary Mr Carpet has gone above and beyond what we contracted when installing flooring to your home. 

I will address your points separately but firstly I would say that Nigel is a very experienced and thorough estimator but there are limitations to how far we can go when estimating costs in case the customer doesn’t go ahead and we damage existing floor coverings during our survey. As you state we are used to working in many properties of this age and in 37 years of trading in SW London we do see all sorts of issues but we have to work on the basis of what we normally would expect to find under the old floor coverings.

In your installation all the issues that were uncovered by Roy on site are not normal but are in fact issues where previous works have not been carried out correctly and a work around have been employed rather than address the issue correctly and while this is possible with certain floor coverings they do not work with LVT installations. I don’t feel Mr Carpet should be held liable for faults in your property that are not easily visible. Where Nigel could pull back the carpet he noted that there was a difference in levels between two areas and allowed for Hardboard to be laid to raise the lower level to meet the upper level.

The issue by the hearth would not be possible to view without damaging the existing carpet as there are units installed beside the fireplace that are fitted on top of the carpets and therefore the carpet would not be able to be pulled back past the fireplace to view the sub floor and as I said before this is not standard practice when estimating flooring. 

In your first email you state that you bought to Nigel’s attention the fact that the units were fitted on top of the carpet. Nigel assures me that he discussed the new flooring would not cover the gap underneath the cupboard and Nigel is adamant he recommended a scotia to cover the gap which is what Roy did ultimately use to cover this gap. Again fitting fitted units on to a soft floor covering would not be advisable and is not normal practice as the flooring is not as solid as the sub floor. This again demonstrates in our view a short cut during previous works.
With regards to your comment that if you had been advised that the new flooring would not be as thick as the carpet you would have been able to have the skirting painted. This suggests that the skirting have been painted with the carpet in situ. No professional decorator would do this without either cutting or folding back the carpets to paint down to the floor. Nigel would definitely not assume that the skirting hadn’t been painted to the floor but even so if you pointed the issue out to him re the cabinet if he did suspect the skirting may not be painted to the floor he would be correct in thinking you were aware of this issue also as you discussed the thickness of the carpet and replacement flooring re the units.

The other main issue is the concrete below the hearth. This again should have been dealt with by the people fitting the hearth. The carpet had been fitted on top of a fibre board to bring the level up to the concrete and then the underlay and carpet were fitted on top of the fibre board. Fibre board is an underlay for a solid floor like wood or laminate and is not suitable to be fitted under a carpet and underlay. The concrete should have been removed when the hearth was installed or if not when the carpet was fitted so the carpet underlay was laid onto the solid sub floor and not onto a soft fibre board which by the way raises the height of the carpet by another 6-8mm. Even if we had been made aware of this issue then we would not have undertaken this remedial work. While we know the theory of how to do it we aren’t experienced and equipped to do such work and there is a high risk that disturbing the concrete could crack the hearth and we would not be willing to take on this risk.

You also mention that when these items were discovered you were the ones that had to come up with the proposed fixes at short notice. Can I point out term 3.9 in the terms and conditions we send out with our estimates. This is particularly to cover these type of issues. May I also remind you that the installation was originally booked for Monday 30th November and Tuesday 1st December which was while our business was closed due to covid lockdown, most of our staff were on furlough and we had a skeleton staff handling the installations. 

Despite the fact that Nigel was isolating completely as his wife is undergoing a course of Chemo therapy he did speak to Roy over the two days and as you stated you didn’t know what scotia was in your later email it must have been either Roy or Nigel’s suggestion that scotia was used to cover the gaps. Roy showed your husband how to remove the concrete but as I said before we would under no circumstances take on this work. Roy did in fact return to your property and fit the scotia for you free of charge when we would have been within our rites as per our terms of trading to leave site and estimate additional works required after getting a fireplace specialist in to deal with the hearth but due to the extended deliveries as a result of Covid and the fact that Christmas is upon us we are fully booked.  Had we not worked with you and your husband to resolve the issues the job would have run into the New Year. We did not charge you for fitting the scotia or for the fact that Roy was with you for a third day due to the additional issues when we only allowed for two days. I am sure you are also aware that with an older property building is not an exact science and unforeseen issues can present themselves with a property of this age and have to be dealt with when they do which Mr Carpet certainly did with your help on this occasion.

In conclusion I do not accept that we have been in anyway negligent and on the contrary considering the fact the business was in lockdown at the time of installation we went above and beyond what is reasonable to expect under the circumstances and do not accept responsibility for earlier poor workmanship which was the cause of all the above issues. I also think that we did provide the level of service you are right to expect and went above and beyond the remit of our estimated works.

One final point scuff marks are likely on this type of flooring in normal use and using a suitable cleaner regularly will remove these marks. I notice in the site photos Nigel took when he estimated the flooring there is a high concentration of furniture and items in these areas which will contribute to scuffs but felt pads will stop deeper scratches on heavy furniture but scuff marks come from shoes, children’s toys etc but as I said a cleaner will restore the finish.

I see that Sally needs to arrange for Roy to seal the floor in one place and as a gesture of goodwill I will ask Roy to bring with him an LVT cleaner for your use when he returns to carry out this work and I will ask Sally to arrange this as soon as possible but as I stated earlier with Christmas just over a week away we may not be able to schedule this until the new year.

 
Yours Sincerely
David Guyan

Managing Director

