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For attn. of American Express Customer Care 
Messrs. American Express Services Europe Limited 
Department 70, 1 John Street, Brighton, BN88 1NH 
 
       7th October, 2023 
       Masaaki Takashima 
       15, Earlsfield House, Royal Quarter 
       Seven Kings Way, Kingston, KT2 5BG 
 
Dear Sirs, 
 
We have duly received your letter dated 25th September regarding a disputed charge and we would like to 
reply to you hereunder. 
 
The cardholder MR M. TAKASHIMA (Amex credit card no. 3717 888735 21000) 
Details of the merchant Aspect Maintenance Services Ltd., E7 Barwell Business Park, Leatherhead 

Road, Chessington, London, KT9 2NY 
dispute charge reference D-47626273 for the amount of ￡893.87 
Order details J145306 dated 28th June, 2023 for the deposit amount of ￡4,032.00 for 

50% of materials and demolishing / installation work of en-suite bathroom 
Details of Aspect 
quotation 

Labour 46 hours（￡95/hr） ￡4,370.00 
Materials ￡2,030.00 
Service fee ￡320.00 
VAT ￡1,344.00 
Total ￡8,064.00 
(Details of materials) 
6 sqm gloss white tile 25cm-50cm 
3 standard tile adhesive 20kg 
1 Dakota levelling clips 2mm 
1 Laticrete hydro ban 
1 Orchard anti-slip rectangular white gloss shower tray 
1 Macdee Wirquin 40mm slim shower tray waste 
1 Alaska 550mm Semi Recessed Basin 
1 Bosa Mono Basin Mixer Tap – Chrome 
1 Milton Sliding Shower Door 

The background of the 
issue 

After having placed the order no. J145306 by email and paid ￡4,032.00 
to Aspect by Amex on 28th June（see their invoice no. INV-170509 dated 
28th June）, we cancelled the order on 5th July 2023. 
Aspect accepted our cancellation of the order and agreed to refund the    
amount of ￡3,138.13 out of ￡4,032（see their credit no. CCR-011050 
dated 31st August）but they refused to refund the remaining amount of 
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￡893.87, saying the materials costing ￡893.87 was not refundable. Then, 
to our greatest surprise, we were led to believe that Amex had paid 
￡893.87 to Aspect (see their receipt of ￡893.87 dated 7th September), 
even though this case has been in dispute between Aspect and ourselves. 
 
Anyway, we would like to point out to you once again that the fact that 
Aspect refuse the refund of ￡893.87 is illegal from the viewpoint of 
the Consumer Contract Regulation 2013 by which consumers have the 
right to cancel the order which was placed by online, email, telephone 
within 14 days cooling off period after receipt of the order.  

 
You stated in your letter dated 25th September that if we wish to re-open this investigation, we should  
provide you with the Return proof and the date with tracking number for the goods that have been received. 
 
However, we would like to make it clear to you that the materials of ￡893.87 have never been 
delivered by Aspect to us and therefore, we cannot provide you with the Return proof and the date 
with tracking number for the goods that have never been received by us. Instead, what Aspect 
mentioned in their email dated 14th July, i.e., “the materials (non-refundable) have been ordered and 
delivered, before the job has been cancelled” should mean that “the materials (non-refundable) have been 
ordered (by Aspect to the materials supplier) and delivered (by the materials supplier to Aspect)” and 
it should not mean that the materials have been delivered by Aspect to us. For your better 
understanding of this dispute, we attach all copies of our email exchanges between Aspect and ourselves 
from 4th July through to 20th July and on their email of 19th July, they stated “You may collect the parts 
and materials from our office and I’ll be able to process the refund for the balance based on my 
previous email”, which means that they had never dispatched the order to us. 
 
We hope you now understand the situation clearly and we would like to ask you once again that you would 
resolve the dispute of the charge of ￡893.87 at your earliest convenience in compliance with the 
Consumer Contract Regulations 2013. 
 
Thanking you, 
 
       Yours Sincerely, 
 
       Masaaki Takashima 
 
（Documents attached） 
1) Aspect Invoice no. INV-170509 dated 28/06/2023 for ￡4,032.00 
2) Aspect Credit no. CCCR-011050 dated 31/08/2023 for ￡3,138.13 
3) Aspect Receipt of payment dated 07/09/2023 for ￡893.87 
4) Copies of all email exchanges between Aspect and us between 4th July through to 20th July 2023  



Invoice Number INV-170509

Invoice Date 28/06/2023

Account Number A107322

Job Number J-145306

 

  deposit  invoice
0204 502 7541

enquiries@aspect.co.uk
aspect.co.uk

E7 Barwell Business Park, Leatherhead Road
Chessington, London, KT9 2NY

VAT Number: 854 0599 06

Masaaki Takashima

Flat 15,Earlsfield House, Royal Quarter, Seven Kings
Way
Kingston upon Thames
KT2 5BG
United Kingdom

 

 

Client PO Number:
Address: Flat 15, KT2 5BG
Contact: Masaaki Takashima

This is a deposit invoice for 50% of the quoted works. On completion of the works you'll be invoiced separately for the remaining balance.

 

Charges Net VAT Total

Deposit for job J-145306 3360.00 672.00 4032.00

 

 

Net Total 3360.00

VAT 672.00

Invoice Total 4032.00

Please make payment to:

Name: Aspect Maintenance Services Ltd
Bank: BACS
Sort Code: 40-03-21
Account: 42030969
Terms: Non Payment could result in Legal Action

 

 
                         air con | carpentry | decorating | drainage | electrics | glazing | handyman | heating | leak detection | plumbing | roofing | and more

For a full list of accreditations, please visit  www.aspect.co.uk/accreditations

Aspect Maintenance Services Limited. Registered in England No. 5296195. JII110520000

http://www.aspect.co.uk/accreditations/
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@ABCDEFGHIJA�KLM�NLOM�CPHQRS�T�DGCDJCU�EGQA�PHVCM�WQEG�LOM�RCXHR�CYBCME�HIU�MCDCQZCU�KLRRLWQIX�DLPPCIEAS[OLECFGC�\LIAOPCM�\LIEMHDEA�]TIKLMPĤLI_�\HIDCRRĤLI�HIU�@UUQ̂LIHR�\GHMXCÀ�aCXORĤLIA�bcdeLOERQIC�EGC�ABCDQfD�UCEHQRA�MCXHMUQIX�EGC�MQXGE�EL�H�DLLRQIXgLh�BCMQLU�KLM�LIRQIC_�BGLIC_�HIU�PHQRLMUCM�BOMDGHACAS�iCMC�HMC�ALPC�JCN�BLQIEA�ABCDQfCU�QI�EGC�MCXORĤLIAjkOMĤLI�LK�EGC�DLLRQIXgLh�BCMQLUj�\LIAOPCMA�GHZC�H�PQIQPOP�AEHEOELMN�DLLRQIXgLh�BCMQLU�LK�dlDHRCIUHM�UHNA�KMLP�EGC�UHN�HmCM�EGCN�MCDCQZC�EGC�XLLUA�LM_�QI�EGC�DHAC�LK�ACMZQDCA_�KMLP�EGC�UHN�EGCDLIEMHDE�QA�CIECMCU�QIELSaQXGE�EL�DHIDCR�WQEGLOE�XQZQIX�H�MCHALIj�kOMQIX�EGC�DLLRQIXgLh�BCMQLU_�DLIAOPCMA�GHZC�EGC�MQXGE�ELDHIDCR�EGC�DLIEMHDE�HIU�MCEOMI�EGC�XLLUA�WQEGLOE�BMLZQUQIX�H�ABCDQfD�MCHALIS�FGQA�HBBRQCA�EL�nLEGXLLUA�HIU�ACMZQDCASTIKLMPĤLI�HnLOE�EGC�MQXGE�EL�DHIDCRj�FMHUCMA�]ACRRCMA�LM�ACMZQDC�BMLZQUCMÀ�HMC�LnRQXHECU�EL�BMLZQUCDLIAOPCMA�WQEG�DRCHM�QIKLMPĤLI�HnLOE�EGCQM�MQXGE�EL�DHIDCR_�QIDROUQIX�EGC�UOMĤLI�LK�EGC�DLLRQIXgLh�BCMQLU�HIU�EGC�BMLDCAA�KLM�CYCMDQAQIX�EGQA�MQXGES�FGQA�QIKLMPĤLI�POAE�nC�BMLZQUCU�QI�H�UOMHnRCKLMP_�AODG�HA�QI�WMQ̂IX�LM�nN�CPHQRS\LAE�LK�MCEOMIQIX�XLLUAj�TK�DLIAOPCMA�UCDQUC�EL�CYCMDQAC�EGCQM�MQXGE�EL�DHIDCR_�EGCN�PHN�nCMCABLIAQnRC�KLM�EGC�DLAE�LK�MCEOMIQIX�EGC�XLLUA_�OIRCAA�EGC�EMHUCM�HXMCCA�EL�DLZCM�EGQA�DLAE�LM�KHQRA�ELQIKLMP�EGCP�LK�EGQA�MCoOQMCPCIESaCKOIU�LnRQXĤLIAj�FMHUCMA�HMC�XCICMHRRN�MCoOQMCU�EL�MCKOIU�DLIAOPCMA�WQEGQI�dl�UHNA�LK�MCDCQZQIXEGC�MCEOMICU�XLLUA�LM�CZQUCIDC�LK�EGC�DLIAOPCMpA�UCDQAQLI�EL�DHIDCRS�FGQA�QIDROUCA�EGC�DLAE�LK�EGCXLLUA�HIU�HIN�UCRQZCMN�DGHMXCA�BHQU�nN�EGC�DLIAOPCM�HE�EGC�̂PC�LK�BOMDGHAC_�WQEG�ALPC�CYDCB̂LIAKLM�HUUQ̂LIHR�ACMZQDCASqYDCB̂LIA�EL�EGC�MQXGE�LK�DHIDCRRĤLIj�FGC�DLLRQIXgLh�BCMQLU�PHN�ILE�HBBRN�EL�DCMEHQI�ENBCA�LKXLLUA�LM�ACMZQDCA_�AODG�HA�BCMALIHRQrCU�LM�BCMQAGHnRC�QECPA_�ACHRCU�HOUQL�LM�ZQUCL�MCDLMUQIXA_�LMUQXQEHR�ULWIRLHUA_�QK�EGC�DLIAOPCM�GHA�HRMCHUN�AEHMECU�OAQIX�EGCPSsIoOLECtOUXQIX�KMLP�EGC�DLPPCIE�KMLP�LOM�RCXHR�CYBCME_�WC�nCRQCZC�KLRRLWQIXASd̀�uC_�HA�H�DLIAOPCM�QI�EGC�sSvS_�GHZC�DLLRQIXgLh�BCMQLU�LK�dl�UHNA�HmCM�WC�MCDCQZC�EGC�XLLUA�QKEGCN�HMC�LMUCMCU�LIRQIC_�BGLIC�LM�PHQR�HIU�WC�GHZC�RCXHR�MQXGE�EL�DHIDCR�LOM�LMUCMA�WQEGQI�EGCDLLRQIXgLh�BCMQLU�LK�dl�UHNA_�WGQDG�AGLORU�nC�HBBRQDHnRC�EL�LOM�DHAC�nCDHOAC�WC�GHZC�ILE�MCDCQZCUNLOM�UCRQZCMN�KMLP�NLO�NCESb̀wqZCI�EGLOXG�NLO�PCÎLICU�EGHE�EGC�PHECMQHRA�HMC�ILE�MCKOIUHnRC�QI�NLOM�CPHQR�LK�dlEG�tORN_�NLOGHZC�ICZCM�PCÎLICU�AODG�NLOM�DHIDCRRĤLI�BLRQDN�HE�EGC�̂PC�LK�LOM�LMUCM_�WGQDG�QA�LnZQLOARN�QInMCHDG�LK�EGC�RCXHR�MCoOQMCPCIE�HA�H�EMHUCM_�QSCS_�x�TIKLMPĤLI�HnLOE�EGC�MQXGE�EL�DHIDCRj�FMHUCMA]ACRRCMA�LM�ACMZQDC�BMLZQUCMÀ�HMC�LnRQXHECU�EL�BMLZQUC�DLIAOPCMA�WQEG�DRCHM�QIKLMPĤLI�HnLOE�EGCQMMQXGE�EL�DHIDCR_�QIDROUQIX�EGC�UOMĤLI�LK�EGC�DLLRQIXgLh�BCMQLU�HIU�EGC�BMLDCAA�KLM�CYCMDQAQIX�EGQAMQXGES�FGQA�QIKLMPĤLI�POAE�nC�BMLZQUCU�QI�H�UOMHnRC�KLMP_�AODG�HA�QI�WMQ̂IX�LM�nN�CPHQRSèwuC�ACIE�LOM�CPHQR�EL�NLOM�yMS�zQEGOAGHI�iHMQGHMHI�LI�{EG�tORN�QIKLMPQIX�NLO�LK�LOM�QIECÎLI�ELDHIDCR�LOM�LMUCMS�FGCMCKLMC_�NLO�HMC�LnRQXCU�EL�QAAOC�NLOM�DMCUQE�ILEC�WQEGQI�dl�UHNA_�QSCS_�nCKLMC�d|EGtORN�EL�DHIDCR�NLOM�QIZLQDC�ILS�d}c{c|�UHECU�b~EG�tOIC�KLM��Ln�ILS�dl{ec�S
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