Claim No: C9AA0Q4M – Mr & Mrs Schreiter

Mr & Mrs Schreiter ordered a stair carpet which we installed on 4th July 2016. The carpet was cut down and bound at the edges so it would leave exposed paint edges either side of the carpet and only cover the middle section of the stairs.

To install a stair carpet correctly gripper fixings have to be nailed into the tread and the riser and the carpet has to be fixed into the gripper using a stair tool that is similar to a bolster chisel in appearance but it is blunt on the edge.

The process of fixing the gripper and then “bolstering@ the carpet into the gripper requires a hammer and a reasonable amount of force to ensure it is tightly in the gripper. The method we used to install the carpet on this occasion is no different to any other carpet installation of this type on stairs.
When our fitters arrived to site the customer was not in but he was allowed access by the customer’s builder. During the course of fitting the carpet some cracks appeared in the paint between the treads and the risers which can occur during installation and can easily be filled with a flexible decorator’s filler after fitting. There was also a crack in a riser which again appeared during the normal installation of the carpet and we can only assume the cracks may have been in the stair previously but had been re painted over prior to our arrival to site as they were not visible before we commenced our works. Mr Schreiter returned to the house before our fitter was finished installing the stair carpet and our installer explained the situation and that the cracks had occurred during the installation and Mr Schreiter accepted our installer’s explanation. 
With regards to Mr Schreiters comments that the carpet was not fitted to the landings this was due to the wood that was fitted on the landing, which had been fitted on top of the customers original floor, had not been finished correctly. The person who fitted the wood had not removed the old nosing and our fitter left the carpet long so that the existing wooden nosing could be cut back by the customers builder and the wood flooring installation finished properly and on completion of this work we would have returned to cut in and final fix the stair carpet where it met the wooden landings.
The following day Mrs Schreiter contacted our showroom and Richard Clough our Sheen branch manager visited the home to discuss the issues in detail on site and to explain the remedial works the wood floor fitters needed to carry out for us to finish the stair carpet at the landing adequately. 

On inspection Mr Clough offered, as a good will gesture, to pay for the repair to the damaged riser as this was more unusual than the cracks and he also offered to have the stair carpet removed to make the landing adjustments easier and refit the carpet free of charge and if there were any “loose edges” on the binding these would be taken care of at this time and the carpet re fitted to the customers satisfaction. This would take place after the builder had completed the wood flooring installation correctly. The additional fitters labour was again offered at no extra charge despite the problem not being Mr Carpets fault.
Despite making various offers to resolve the issues that would incur additional cost to our company we feel the customer is trying to hold us responsible for the costs to correct issues created by other trades.  When we would not agree to pay the builders 
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estimate the customer then demanded their money back and the carpet to be removed from site. We feel this is totally unfair. 

In September (2 months after installation) when we could not agree any reasonable settlement with the customer we decided to recover our money due. To comply with legislation we sent the customer the documents enclosed dated 9th September and have proof of delivery (enclosed) dated 10th September. While waiting 28 days before instigating proceedings the customer issued this summons before the 28 days expired. We have followed the required procedures and are continuing with our claim for payment.
The above details the basis of the issues and I can confirm we do not accept we are liable for the damage and dispute the entire claim. Below is a time line of events and correspondence.
31st May 2016 - Carpet estimator calls to site to measure (customer not present)

4th June - Carpet Estimate Doc 1:

4th June – Customer verbally accepts estimate and pays £800 deposit

8th June - Anthony Rickard (salesman) meets Mrs Schreiter on site to discuss runner width & finish.

23rd June – Fitter cuts runners on site and sends them off for binding.

4th July – Carpets fitted on site but unable to complete as nosings on landing are not finished correctly by builder.

6th July – Richard Clough (branch manger) visits site to discuss the issues and asks Mrs Schreiter to obtain a reasonable estimate from her builder re the collapsed riser and he would consider contributing to the cost as a gesture of good will. Agrees with Mrs Schreiter that he will handled the matter personally.
16th July email from Mr Schreiter with pictures of stairs sent to Anthony - Doc 2:
16th July email from Richard Clough (Manager) to Mr Schreiter – Doc 3:
22nd July email from Mr Schreiter to Anthony (salesman) – Doc 4:
22nd July email from Richard Clough (Manager) to Mr Schreiter – Doc 5:

28th July email from Mrs Schreiter and builders Estimate - Doc 6 & 7:
28th July email from Richard Clough (Manager) to Mr Schreiter – Doc 8:

1st August email from Mrs Schreiter - Doc 9:
3rd August email from Richard Clough (Manager) to Mr Schreiter – Doc 10:

8th August email from Mr Schreiter - Doc 11:

9th August email from Richard Clough (Manager) to Mr Schreiter – Doc 12:

1st September copy Invoice posted to Mr & Mrs Schreiter – Doc 13:
5th September letter (received 7th September) form Mr & Mrs Schreiter – Doc 14:
8th September email from Richard Clough (Manager) to Mr Schreiter – Doc 15:

9th September documents sent by Mr Carpet to Mr & Mrs Schreiter advising of court action 9 Pages – Doc 16:
To date no response received other than separate summons from Mr & Mrs Schreiter dated 20th September.

10th September Proof of delivery of documents from post office – Doc 17: 
