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20 September 2012 
 
Sent by email to Chioma Agwuegbo <chioma@chiomachuka.com> 
 
  
 
 
Dear Ms Agwuegbo 
 
I am sorry that you have had cause to complain following your recent 
experience at one of our Supercuts salons in Lakeside Shopping Centre. 
 
I understand that you have spoken with the Regional Business Manager for 
the salon, Ann-Marie Collins, and that she has conveyed her sincere 
apologies for the way in which you were spoken to by our team member. She 
was also shocked and upset that any offence or distress was caused to your 
family.  
 
As promised, Ann-Marie has investigated the matter fully and has taken the 
appropriate steps to ensure there is never a repeat occurrence in the future. 
Please be assured the matter was treated very seriously and as you know 
was escalated to our Managing Director, who is being kept updated on the 
situation. As a business, we are very proud of our reputation for providing 
excellent customer service so it is extremely regrettable that we fell short of 
this when you visited the salon with your nephew and niece. 
 
For the purpose of clarity, it is not the case that at Supercuts we do not allow 
our stylists to cut or touch african-carribean hair. The misinterpretation at the 
salon may have come from the fact that NVQ level 2 and 3 qualifications, 
which all stylists complete in order to qualify as a hairdresser, do not train in 
specialist areas, which african-caribbean hair falls into the category of. On this 
basis, we do not permit our stylists to work on customers when they are not 
suitably qualified to do so.  
 
It seems that the confusion arose when you asked the stylist to use your own 
clippers and in this case, she would have been correct to point out that we 
cannot do this as we would not be insured. However, as you just required a 
clipper cut for your nephew, any of our team members should be capable of 
carrying out this service using their own clippers. It is clear that there has 
been a breakdown of understanding and Ann-Marie has ensured that the 
salon team now understands why your enquiry was handled incorrectly, the 
affect this had on both you and your nephew, and how to avoid making a 
similar mistake in the future.  
 



 
 
 
 
 
 
 
By way of an apology and to make up for your recent disappointment, Ann-
Marie has offered you a complimentary service voucher to have your hair cut 
at Supercuts Stratford City with Hazel, Jasmine or Charlotte who are able to 
cut your hair. Please could you let me know your home address if you would 
like me to forward this to you. I would be happy to send a voucher for you 
nephew also, however I understand he has travelled back to Nigeria.  
 
Once again, my sincere apologies that you needed to contact us in this way, 
however, we are grateful to you for giving us the opportunity to address your 
concerns. 
 
 
Yours sincerely 
 
 
 
 
 
Kama Villiers 
Customer Care Manager 
 
 


