2/8/2016

Mr & Mrs Hope

55 Bonner Hill Road

Kingston

KT1 3EU

Re: complaint on lounge carpet, order no. R17171

Dear Mr & Mrs Hope
I have received the independent inspectors report after visiting you to look at the contamination complaint. Sorry to take so long to get back to you, but I thought they would be writing to you too.

As you know that when I inspected it for the second time on 8th June, Mrs Hope showed me further blue contamination even though it was not obvious, but I saw it at the base of a few tufts.

I then organised the manufacturers to send the inspector back to sort it out, but when he inspected no contamination marks could be found.
Here is the manufacturers report to us:

Without prejudice

We have receives a further report from an independent inspector in respect of the above complaint, and herewith forward his comments for your attention.
The carpet was recently to the lounge stairs and landing, and our inspectors previous visit was to facilitate the removal of contaminated fibres which had occurred during the spinning process. The further visit of our inspectorwas directed towards the previous area where it was suggested that blue fibres could still be seen, this was however surprising as upon completion of the work on our first visit, the consumers expressed their satisfaction with the results of the remedial work.
A further hard look at the offending area could not find any further blue fibre contamination. Both Mr & Mrs Hope, agreed that although the extent of the contamination was minimal, they felt that the carpet is not perfect.

It should be noted that woven carpet products do very often require attention after they come off the machine, this particularly applies to Axminster and Wilton Carpeting, where the carpet will go through a picking room, where new tufts are sewn into the carpet by hand. This can also apply to a Tufted Carpet as in this case, and where we engaged the employment of a carpet expert to attend to the matter on site. 
Having inspected the photographs of the offending area, the consumer can be assured that the work carried out by our inspector is up to standard, and the carpet should give every satisfaction in use.

We regret any inconvenience in the matter, but feel that we cannot take the complaint further, in view of lack of visual evidence, as no further blue fibres could be found.
This is word for word their report to me.

It is strange, because Mrs Hope pointed the “offending area” to me, I did see it and I am surprised that it could not be found when the inspector was there.

Yours sincerely
John Cresswell
