Our Ref. AA/ 007154H

12/04/2013

Mrs Jenny Oram
Mill Farm
Weston Jones Mill
NewportShropshireTF10 8ED

Dear Mrs Oram

2010 Moselle 32/2b 007154H

Thank you for your e-mail which James and I have reviewed together.

Firstly I would like to say how sorry we were to learn of the problems you have experienced with your Moselle, and that issues still appear to be manifesting themselves which has led to your worry and concern.

At The Swift Group we do endeavour to build a robust, reliable and quality product which provided our customers with a relaxing and enjoyable leisure experience.  We are genuinely sorry that you have been let down on this occasion.

Upon receipt of your e-mail I asked that our Escalations team contact you to establish what the outstanding faults are and how we can support you with resolving the issues once and for all and to your satisfaction.  I understand that Samantha spoke with you yesterday and you have very kindly provided us with a list of your concerns to allow us the opportunity to come and inspect the issues week commencing the 6th of May.

Although you have requested an inspection only at this stage, both James and I are keen to ensure that we fully resolve the problems for you as quickly as possible and on this basis we would recommend you allow us to replace some of the faulty parts during our initial visit, with a view to us assessing the damp problem only and reporting back our findings to you with a plan on how we propose to repair the faults.  On this basis we have provisionally booked a further engineers visit in for week commencing 20th of May so that all repair work can be completed before the Whitsuntide holiday. 

I appreciate that this proposed action plan is slightly different to what you discussed with Samantha but I would ask that you consider our proposal and Samantha will call you back in the early part of next week to discuss this through with in more detail to come to an agreement. 

I would like to reassure you that our intentions are honourable and we are very keen to put right the problems which have caused you so much upset and concern.  I will personally continue to oversee your case to ensure it is brought to a satisfactory conclusion allowing you to enjoy your Moselle as originally intended.

Yours sincerely

Amy

Amy Archer
Deputy Managing Director

cc:  Surf Bay Leisure
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