David Guyan

From: Andy O'Sullivan [andyosullivan@mr-carpet.co.uk]

Sent: 08 January 2019 08:50

To: 'Richard Clough'

Cc: davidguyan@mr-carpet.co.uk

Subject: FW: Complaint from: Mr Carpet. London, SW19 OBA. Consumer: Mrs. S. Porter. Our ref:
Best 10231.
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Ironically the report mirrors nmy original reply
Andy O Sul livan

293-299 Upper Richnond Road West

East Sheen

London

SW4 8QS

T: 020 8876 9126

W www. nT - car pet . co. uk

Carpeting Facts and Characteristics

Fadi ng on Wol Carpets

Carpets made from wool can and do fade in use. The degree of fade can
vary, depending on the col our chosen and the |ocal conditions to which
the carpet is subjected.

Fadi ng can be caused by exposure to ultra violet light which is found in
dayl i ght, but accel erated when sunlight shines directly onto the carpet.
This has the effect of lightening or ‘bleaching’ the colour just as
exposure to sunlight will lighten human hair. Wol is after all aninma
hai r .

Soi |'ing

Soiling is usually the result of a local condition to which the carpet
has been subjected to or |ack of nmintenance programme. There are
several types of soiling which are quite conmmon.

Spi |l ages — Liquids, such as soft drinks, cordials or any drink which
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contains sugar, particularly hot drinks, are likely to | eave a stain. In
such instances, professional help should be sought.

Dust — Dust can soil carpets in various ways. Apart fromthe obvious
soi | ed edges, at gaping skirting boards for instance; dark |ines
appearing on the surface m ght suggest airborne dust settling. Dust can
al so soil carpeting through poorly fitting skirting boards. If a
substantial gap is left between the sub-floor and the skirting board,
dust can travel through this gap and soil carpeting from underneath.
Whereas surface dust/soiling can be hoovered and cl eaned, soiling from
underneat h through skirting boards cannot be hoovered/cl eaned.

W will advise you on our site visit if incorrectly fitted skirting
boards can be a potential concern for soiling in any new carpeting. (W
can only offer this advice if either there is no carpeting down, so we
can physically see the gaps in skirting's ORif the currently laid
carpeting has soiling

visible) Fromthis assessment we will then advise you to seek the aid of
a separate contractor to resolve any further issues.

Fl att eni ng

Flattening will occur as a result of traffic which eventually flattens
the pile, particularly in the main areas of use. Al pile fabrics wll
flatten to a greater or |esser degree dependant on the anmount of traffic
to which it is subjected and the construction. Regul ar hoovering once a
week is recomended to ensure the effects of flattening do not take on a
per manent state in the carpeting.

Shadi ng

Shadi ng occurs because the pile of the carpet has becone crushed,
flattened or brushed in a different direction to the natural pile
direction of the carpet. Wiilst in situ, this causes light reflection at
differing angles resulting in the creation of |ight and dark patches in
the carpet. This will occur on all pile fabrics but can be nore

noti ceabl e on plain carpeting, such as velvet and tw st pile carpets,
and | ess noticeable on carpets with a heavy pattern or nottl ed/ heat her
effect.

| ndent ati ons

When a carpet is subjected to a heavy point |oad, such as under the I egs
of furniture, it is unreasonable to expect the carpeting not to indent.

Usually, the longer the load is in place, the longer will be the tine
for the pile to recover. It nust be renenbered that it is not only the
pile of the carpet that becones indented. The underlay will also indent

and the backing of the carpet may also distort into the indentation in
t he underl ay.

The use of cups below furniture | egs can spread the | oads and the net
result is a larger area of |ess deeply indented carpet. Oten, nornal
mai nt enance (vacuum cleaning) wll speed up the recovery, but with so
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many factors involved (weight of item tinme the itemwas there, carpet
t hi ckness, underlay density) the carpet could potentially have permnent
I ndent ati ons.

Sheddi ng

Al cut pile carpets will |ose short fibre, which is created during
producti on when spun yarn is cut for tuft formation. These fibres fal
onto the surface of the pile and appear as ‘fluff’. This is generally
resol ved by regular hoovering in the initial installation period and
will clear up.

Sanpl i ng

Any sanpling supplied by either M Carpet LTD or direct fromthe

manuf acturer will be supplied in good faith that you, the consuner,
understand and agree that the sanple provided m ght not be an exact

mat ch of the colour you will receive when your carpet is fitting. Carpet
col our can vary between different dye batches, but wll always be within
‘commerci al tol erance’

Terms and Conditions of Trading

1 Definitions

1.1 “The Conpany” neans M Carpet Limted (and/or |icensed Franchises
operating under the nane of M Carpet).

1.2 “The Custoner” means the custoner as stated overl eaf.

1.3 “The Materials” neans the materials described overleaf, whether in
detail or by reference to a previous specification.

1.4 “The Site” nmeans the custoner’s prem ses (or other delivery
address as shown overl eaf).

1.5 “The Contract” neans the contract for the sale of goods and
services by the Conpany to the Custoner.

1.6 “Head O fice” means the offices of the central adm nistrati on of
t he



Conpany, not necessarily the registered offices.

1.7 “Worki ng days” neans MONDAY to FRI DAY i ncl usi ve.

2 Gener a
2.1 Unl ess otherwi se agreed in witing by Head O fice these
terns

and conditions shall apply to all orders placed wth the Conpany by the
Cust oner .

2.2 These conditions shall be incorporated in the Contract to
t he

exclusion of any terns or conditions stipulated or referred to by the
Cust oner.

2.3 No variation or anendnents of this Contract shall be
bi ndi ng
on the Conpany unless confirnmed in witing by Head Ofi ce.

3 Accept ance

3.1 A Contract price given by the Conpany is open for

accept ance

by the Custoner for 28 days. Queries regarding quantities of materials,
met hods of fitting, position of joins etc. nmust be resol ved before
acceptance thereof.

3.2 Al prices quoted by the Conpany are inclusive of Val ue
Added

Tax (charged at the rate applicable at the date of invoice), unless
ot herw se stated.

3.3 Where neasurenents are provided by the Custoner and are
not

subject to prior confirmation and checking on Site by the Conpany the
Custoner is liable for any errors resulting fromincorrect neasurenents.
If requested by the Custonmer to carry out any additional or renedia
wor kK necessitated by the Custoner’s incorrect neasurenents the Conpany
reserve the right to charge for any additional materials, fares,
travelling tinme and tinme spent on Site in addition to the Contract
price.

3.4 To facilitate quick and efficient fitting all areas nust
be

cleared of furniture, effects and old carpets unless a separate charge
has been agreed and included in the Contract price. If this is not done
t he Conpany reserves the right to make a charge for this service in
addition to the Contract price.

3.5 The Conpany will not accept responsibility for danage to

pi pes
or cabl es under the floor or consequential damage to property or
fittings unless the location of the pipes and cables are clearly narked
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for the fitter to see.

3.6 The Conpany does not provide a door trimmng or easing
service, but by request of the Custoner a subcontractor can be organi sed
on behal f of the Custoner.

3.7 Afirm level floor is essential to obtain maxi num wear.
Subsequent conpl ai nts about the carpets resulting frominadequate fl oor
gual ity cannot be uphel d.

3.8 Slight variations in wdths of carpets and snooth-fl ooring
cannot be avoided but tolerances are within British Standards Institute
sti pul ated tol erances.

3.9 Unl ess otherw se stated the Contract price is for one
visit to

the Site only. If this Contract is interrupted or extended due to change
of specifications and/or instructions by the Custoner or it is found
that additional renedial work is necessary by the Conpany or there is
interference by other trades which delay the Contract additional fares,
travelling tinme and tinme spent on Site will be charged in addition to
the Contract price.

3.10 Any tinmes quoted for delivery are estimates only and tine
wi ||

not be of the essence of the Contract. Delay will not render the Conpany
liable to any clains for danages, direct or indirect.

4 Mat chi ng, Shadi ng and Berber Effect
4.1 We draw your attention to the difficulty of producing an
exact

mat ch of shades and pattern repeats with different w dths of carpet and
snoot h-fl ooring of any quality which are required to be |aid together.
As it is not possible for us to give, or to obtain fromthe

manuf acturer, a guarantee of perfect matching we regret that orders are
accepted on the understanding that the nearest obtainable match is
provi ded. Naturally every effort will be nmade to supply as satisfactory
a match as possi bl e.

4.2 Al'l pile carpets (especially plains and Berbers) are
liable to

shading, that is to show |ight and dark patches arising from unequa
crushing of the surface. Shading is an inherent characteristic and this
tendency is not detrinental to the carpet and is not due to any

manuf acturing defect. The Conpany cannot therefore accept any
responsibility for the effect.

4.4 Al'l manufacturers of Berber carpets produced from wool or

cont ai ni ng wool use a random bl end of colour. This can cause a |lined
effect in the carpets which may not be noticed in sanple form

5 Cancel | ati on/ Changes



5.1 Cancel I ati on or change cannot be accepted without witten
agreenent by both parties.

5.2 Cancel |l ati ons are considered only when materi als have not
al ready been cut. \Were materials have been ordered specially fromthe
manuf acturer/supplier cancellation will only be accepted after it has
been ascertained that materials are not in transit, and that the

manuf acturer will accept cancell ation.

5.3 If the Conpany agrees to the return of any materials

or der ed

by the Custoner, the Custoner shall be |iable to pay the Conpany a
restocki ng charge of 20% of the nett sale price of the goods.

5.4 Changes to the Contract cannot be accepted within 3 working
days

of the appointnent for delivery/fitting.

5.5 Cancel I ati ons or defernment by the Conpany will not render
t he

Conmpany liable to any clains for conpensation for damages, direct or
I ndi rect.

6 Delivery/Fitting

6.1 Where delivery only or delivery and fitting of Materials
'S

included in the Contract price a date (or dates, where appropriate) wll
be agreed between the Conpany and the Customer. Every effort wll be
made by the Conpany to accommpbdate the Custoner’s preferences and

wi shes.

6.2 It is not possible to quote an exact tinme on the agreed
day

for delivery or fitting. An indication can be given by the Conpany to
the Custoner according to other work booked on the sane day, once known
but nust be seen by the Custonmer as a guideline only.

6.3 Shoul d the Custoner wi sh to change an appoi nt nent once
made

for delivery or fitting the Custoner nust contact the branch of the
Conpany where the order was placed at the | atest before Noon - 2 worKking
days prior to the appoi ntnent day.

6.4 The requirenent for 2 working days notice neans that
changes

t o MONDAY booki ngs nust be nmade before Noon on the precedi ng THURSDAY
and changes to TUESDAY booki ngs nust be nade before Noon on the
precedi ng FRI DAY.

7 Deposits and Paynents

7.1. A Non- Account Custoners — delivery to own house
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For Orders under £500; FULL PAYMENT wi |l be due upon acceptance of the
Contract price.

For Orders over £500; 50% deposit will be due upon acceptance of the
Contract price and bal ance due 48 HRS before the 1st day of installation
or

1 Calendar Month after the order is placed if the fitting is del ayed at
the Custoner’s request.

7.1.B Non- Account Custoners — delivery to Third Party address

For Orders under £500; FULL PAYMENT will be due upon acceptance of the
Contract price.

For Orders over £500; 50% deposit w Il be due upon acceptance of the
Contract price and bal ance due 48 HRS before the 1st day of installation
or

1 Calendar Month after the order is placed if the fitting is del ayed at
the Custoner’s request.

7.1.C Account Custoners

FULL PAYMENT wi |l be due 30 days after installation or 1 Cal endar Mnth
after the order is placed if the fitting is delayed at the Custoner’s
request.

7.2 Time for paynent shall be the essence of the Contract.

W t hout

prejudice to the rights of the Conpany, if the Custoner fails to pay the
Contract price by the due date the Custoner shall pay interest on any
overdue anmobunt fromthe date on which paynent was due to that on which
it was made (whether before or after judgnent) on a daily basis at a
rate of 2

1/2 % per nonth, and rei nburse the Conpany all costs and expenses
(including legal costs) incurred in the collection of any overdue
anmount .

7.3 The Materials shall remain the property of the Conpany
unti |

the whole of the Contract price has been paid. The Custoner shall be
responsi bl e for the safe custody, |oss or danage to the Materials whil st
they are on the custoner’s prem ses (or other delivery address as shown
over| eaf).

7.4 Notices of any faults or defects in workmanship or
materials

must be sent to the Conmpany in witing within 14 days of
delivery/fitting and the Conpany nust be given the opportunity to

i nspect such defects otherw se the Conpany will not be responsible in
respect thereof. The Conpany will not be liable in any event for defects
beyond t he Conpany’s control.

7.5 A Custoner shall not be entitled to delay or w thhold
paynent
in full or in part for any reason what soever.

7.6 Where materials are avail able but at the custoner’s
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request,

have not been fitted (or fitting has comenced but not conpleted) wthin
28 days of acceptance of the Contract price the bal ance becones

i mredi ately payable in full.

7.7 A charge of £15 plus Value Added Tax (at the rate applicable at
t he

time) will be nmade in respect of any Custoner’s cheque referred to
drawer or returned to the Conpany by the Custoner’s bank.

----- Origi nal Message-----

From Tony Cark [rmailto:tony.clark@arpetservices.org. uk]

Sent: 07 January 2019 17:17

To: andyosul i van@m - car pet. co. uk

Cc: Jeroen Ti nmermans; Peter Bowmran; david bowmran

Subj ect: Conplaint from M Carpet. London, SW9 OBA. Consuner: Ms. S.
Porter. Qur ref: Best 10231.

Dear Andy,

Pl ease find attached a conplaint report in respect of the above for your
attention.

Wth regards.

Tony d ark.
for: Best Wol Carpets.
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