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Transcript for Harveys Furniture Store 

Presenter – Chris Hollins 

 

HARVEYS ADVERT 

 

“Shall we get this?  

Has it got loads of money off?  

Yes.” 

V/O  

“Harveys, giving you more for less 

Tell her there’s 4 years free credit. 

That’s more your thing.” 

 

CHRIS (VOICE OVER) 

 

Sounds great, doesn’t it? But in reality, does Harveys always deliver on that promise? 

 

 

CHRIS (TO CAMERA) 

 

Four years ago, we challenged the company to make marked improvements to their services. 

 

But, even after all that time, it’s clear that sometimes Harveys still aren’t coming up with the goods. 

 

CHRIS (VOICE OVER) 

 

Since our last report, complaints have continued to arrive in their hundreds. One of 

them was from Bob Ainsworth. 

 

He ordered a new £1049 sofa from Harveys in February.  It was delivered on time in 

May. But not in the condition he expected. 

 

Bob Ainsworth Interview 

 

When we saw it, we realised it was dirty in several places.  

 

There was, like, dirty soiled marks on what was supposed to be a cream sofa. 

 

CHRIS (VOICE OVER) 

 

Customer services said they’d replace it – but that it would take another three months 

to get the replacement sofa to him. 

 

And when it finally arrived, this one was stained too. 

 

Bob Ainsworth Interview  

 

I rang them again, and they said well we’ll just have to order another sofa, and I said well no thank you. 

You’ve had two attempts, I just want to cancel the order. 

 

CHRIS (VOICE OVER) 
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But Harveys convinced Bob to stick with it, promising it’d get it right next time.  

 

It didn’t.  It left him waiting another three months. And then delivered another dirty 

sofa. 

 

Bob Ainsworth Interview  

 

When sofa number three came and was dirty, that was really the end. 

 

I think the overall frustration is that you go through various attempts, persuaded to try various times, and a 

year later, you’re left with a blank hole in a room where you want the sofa. 

 

 

CHRIS (VOICE OVER) 

 

Bob eventually got a full refund. At least his deliveries all turned up. Harveys doesn’t 

always manage that. 

 

It left Dave and Wendy Carpenter waiting 16 weeks for their £1292 sofa – only to then 

admit it’d lost it. The company paid up £200 as compensation. 

 

Meanwhile, it was three months late with Julie Ferguson’s new sofa. When it arrived it 

was the wrong colour. And getting the right one to her took Harveys another four 

months. 

  

 

CHRIS (TO CAMERA) 

 

But even if your furniture turns up on time and in good condition, don’t always assume you’re now 

in the clear  

 

Because if something goes wrong with it later on, you might have quite a struggle on your hands to 

get it fixed or replaced. 

 

CHRIS (VOICE OVER) 

 

Michael and Ann McKinstrey paid £1894 for their sofa back in 2009 and were, initially, 

delighted. 

 

Michael and Ann McKinstrey Interview 

 

Ann: It’s what we had been looking for for years. There’s only Michael and me at home now so we thought 

to ourselves- fantastic - we’d treat ourselves. 

But then gradually Michael noticed his side was starting to sag down.  

 

Michael: I was disappearing into the corner here. 

 

CHRIS (VOICE OVER) 

 

Harveys agreed there was a problem and sent an engineer to replace the foam in the 

sagging cushions. 
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But when it happened again a few months later, Harveys totally changed its tune, 

refusing to do anything more. 

 

It only reconsidered its position when Michael’s friend posted their complaint online. 

 

Michael and Ann McKinstrey Interview 

 

Michael: Once my friend put it on Twitter within a week of him putting it on, or two or three days, we were 

getting a brand new suite.  

 

It takes something like that to shift Harveys I think. 

 

 

 

CHRIS (VOICE OVER) 

 

Fellow customer Cheryl Lodge had to go even further.  

 

Harveys refused to refund the £728 she’d paid for a faulty table and chairs. She had to 

take Harveys to court and then chase it with a warrant before it would agree to give 

her back the money. 

 

CHRIS (TO CAMERA) 

 

But a number of you have been telling us sometimes it didn’t matter how hard you fought, Harveys 

simply refused to accept a problem existed.  

 

Customers have been in touch to tell us the company offered no refund, no replacement, despite 

the fact the problem was clear to see, and hear. 

 

CHRIS (VOICE OVER) 

 

This is foster carer Debbie McCraw. And this is the sofa and two armchairs she bought 

from Harveys.  

 

Debbie McCraw and Chris Hollins Interview 

 

Chris: They look nice! 

 

Debbie: Yeah, they’re quite nice, but they’re rather noisy. 

 

Chris: Noisy? 

 

Debbie: Yes. 

 

Debbie McCraw and Chris Hollins Interview (CHRIS SITS DOWN AND THE CHAIR MAKES A STRANGE 

NOISE) 

 

Chris: You weren’t kidding there were you? That’s extraordinary. Has it always done that? 

 

Debbie: Yes  
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Chris: You contacted Harveys. What did they say? 

 

Debbie: They said that after the sofas had been used for one to two years, that it would wear away. The 

noise would wear away.  

 

Chris: One to two years of naughty noises. What did you think about that? 

 

Debbie: I was really, I was quite disgusted, I was not prepared to listen to noises for one to 2 years. 

 

CHRIS (VOICE OVER) 

 

Debbie consulted an independent assessor who concluded that the only solution was 

for the sofa to be re-covered.  

 

But Harveys refused to accept this, expecting Debbie to just put up with her noisy 

£1408 hundred pound sofa. 

 

So after 6 months, she’d had enough. And moved her sofa here, to her son’s flat. 

 

Debbie McCraw and Chris Hollins Interview 

 

I have a lot of professional people coming in to my house through my work. And every time they were sitting 

down in it. It was really embarrassing, so I had to remove it from the house.   

 

CHRIS (VOICE OVER) 

 

And Debbie’s complaint of poor customer services is one we’ve been hearing for years 

now. Despite obvious faults, sometimes Harveys just doesn’t want to know. 

 

CHRIS (TO CAMERA) (SITTING ON SOFA) 

 

Really Harveys – does this sound normal to you? 

 

(SOFA MAKES FUNNY NOISE) 

 

 

 

 

 

 


