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Effectively writing and responses
for complaints '
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Writing a complaint letter is often an undesirable task, but if
it is done well, the end result can be very rewarding. Complaint
letters can be used for the purpose of having products replaced
or money refunded, for changing company policy or government
legistation, for influencing the media, and so forth.
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Often a complaint letter is more effective than a simple phone
call or e-mail message. Furthermore, in many cases, the formality
of a complaint letter can add a seriousness to the situation that
will bring results. When writing your complaint letter, identify a

definite purpose and outcome that you want to achieve, and
indicate those ideas in your letter.
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Venting frustration may make you feel better, but it won't
produce the best results. Awell-written complaint letter addressed
to the right person, however, can be extremely effective.
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Effective complaints letters (and any other way of complaining)
should be:
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+ Concise letters can be understood quickly.
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« Authoritative Jetters - letters that are well written and
professionally presented - have more credibility and are taken
more seriously.
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Factual letters enable the reader to see immediately the
reievant details, dates, requirements, etc., and to justify action
to resolve the complaint.
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- Constructive letters - with positive statements, suggesting
positive actions - encourage action and quicker decisions.
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+ Friendly letters - with a considerate, cooperative and
complimentary tone - are prioritised because the reader
responds positively to the writer and wants to help.
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These complaints methods are based on cooperation,

Llan® zoga o .Mﬂlmﬂmuﬁllﬁ 1 72

TR o LR R (L B TIVE




relationships, constructive problem-solving, and are therefore
transferable to phone and face-to-face complaints.
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We all receive too many communications these days, especially
letters. People in complaints departments receive more letters
than most, and cannot read every letter fully. The onty letters that
are read fully are the most concise, clear, compact letters. Letters
that ramble or are vague will not be read properly. So it's simple
- to be acted upon, first your letter must be read. To be read your
letter must be concise. A concise letter of complaint must make
its main point in less than five seconds. The complaint letter may
subsequently take a few more seconds to explain the situation,
but first the main point must be understood in a few seconds.
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Structure your letter so that you include a heading - which
identifies the issue and name of product, service, person, location,
with code or reference number if applicable.
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Then state the simple facts, with relevant dates and details.
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Next state what you'd like to happen - a positive request for
the reader to react to.
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Include also, something complimentary about the organization
and/or its products, service, or people. For example:
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"I've long been a user of your products/services and up
until now have always regarded you are an excellent supplier/
organization. | have every faith therefore that you will do what
you can to recnfy this situation.”
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Even if you are very angry, it's always important to make a
positive, complimentary comment. It will make the reader and the
organization more inclined to 'want' to help you.
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The main point is, do not bury your main points in a long letter
about the problem. Make your main points first in a short letter,
and attach the details.
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Authoritative comnlainls letters 4

have credibility and carry more
: weight \
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An authoritative letter is especially important for serious
complaints or one with significant financial implications. What
makes a letter authoritative? Professional presentation, good
grammar and spelling, firmness and clarity. Using sophisticated
words {providing they are used correctly) - the language of a
broadsheet newspaper rather than a tabloid - can also help to
give your letter a more authoritative impression. What your letter
looks like, its presentation, language and tone, can all help to
establish your credibility - that you can be trusted and believed,
that you know your facts, and that you probably have a point.
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Sothink about your letter layout - if writing as a private consumer

use a letterhead preferably - ensure the name and address details
of the addressee are correct, include the date, keep it tidy, well-
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spaced, and print your name under your signature.
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If you copy the letter to anyone show that this has been done
(normally by using the abbreviation 'c.c.' with the names of copy
letter recipients and their organizations if appropriate, beneath the
signature.) If you attach other pages of details or photocopies, or
enclose anything else such as packaging state so on the letter

(normaliy by using the abbreviation ‘enc.’ the foot of the page).
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When people read letters, rightly or wrongly they form an
impression about the writer, which can affect response and

attitude. Writing a letter that creates an authoritative impression
is therefore helpful.
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Complaints letters must include all the facts
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In the organization concerned, you need someone at some
stage to decide a course of action in response to your letter, that
will resolve your complaint. For any complaint of reasonable
significance, the solutionwillnormally involve someone committing
organizational resources or cost. Where people commit resources
or costs there needs to be proper accountability and justification.
This is generally because organizations of all sorts are geared to
providing a return on investment. Resolving your complaint will
involve a cost or 'investment' of some sort, however small, which
needs justifying. If there's insufficient justification, the investment
needed to solve the problem cannot be committed. So ensure
you provide the relevant facts, dates, names, and details, clearly.
Make sure you include all the necessary facts that will justify why
your complaint should resolved (according to your suggestion
assuming you make one).
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Constructive letters and suggestions make
complaints easier to resolve:
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Accentuate the positive wherever possible. This means presenting
things in a positive light. Dealing with a whole load of negative
statements is not easy for anyone, especially customer service staff,
who'll be dealing with mostly negative and critical communication all
day. Be different by being positive and constructive. State the facts
and then suggest what needs to be done to resolve matters. If the
situation is complex, suggest that you'll be as flexible as you can in
helping to arrive at a positive outcome. Say that you'd like to find a
way forward, rather than terminate the relationship. If you tell them
that you're taking your business elsewhere, and that you're never
using them again, etc., then there's little incentive for them to look
for a good outcome. If you give a very negative, final, 'unsavable'
impression, they'll treat you accordingly. Suppliers of all sorts work
harder for people who stay loyal and are prepared to work through
difficulties, rather than jump ship whenever there's a problem,
Many suppliers and organizations actually welcome complaints as
opportunities to improve.

Example Jln

s s Egidgh
Subject: Defective product

.Dear Mr. Morgan Olga [l g3
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| had bought the XYZ Baking Product, receipt number 123445
from your Company on 20th June. | regret to inform you that the
product is defective and my numerous verbal complaints to your

personnel have yielded no results.
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| request you to either replace the product with a functioning
new product or refund my money within one week.
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| have never been let down by any of your products in the past
and | look forward to your immediate action on this occasion.
) 52 3L50 3 5l e e b Jlan ¥l (ol dulo 38,1 23

I am enclosing a copy of the Receipt to help you initiate
immediate action.

Thanking You, ul ;S50
Sincerely, ol
Encl: Copy of Receipt Sl Wb e Ao ralil iy
Tips aaluad
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compiaint letters are easy for
these 1opics
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1. Complain about a delay in an order
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Tips: When the time goes beyond the standard "six to eight

weeks for delivery," you may need to send this letter. Be aware

that a friendly reminder usually works better than criticism in
these cases.
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2. Complain about a faulty delivery or a shipping error
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Tips: Remember that most businesses want satisfied
customers, so they will be willing to work out an equitable
solution. Your letter should communicate clearly, but respectfully,
that you are dissatisfied with the service you have received. If the
company has repeatedly given you bad service and refuses fo

correct the situation and you feel your only recourse is to pursue
legal action, voice your feelings in a tactful but firm way.
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3. Complain about an unfair insurance payment or
settiement
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Tips: If you feel that a settlement, proposed or given, is less

than you deserve, this letter may be one way to get it changed.

Be sure to include documentation that will support your claim.

if the company seems unwilling to work with you, or refuses to
consider your appeal, you can send the same information in
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an appeal to the agency that regulates the insurance industry
in your country. Remember to communicate facts, not anger or
frustration, and don't insult the insurance company. You may
handle other complaints to or about an insurance company in the
same way.
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When you are Not at Fault Lilaiee 5955 ¥ Lelie

Practice awia haundl
gl Al salSall iad Cnae wlds o -
- Brainstorm complaints that you have had.

L) camies ST laluad mal -

- Chose one to respond to.
AL W) daglasiit oka st -
- Follow these guidelines.
Tone atrdd |
(Bilaadl wlisy dole Laih basial o
- Maintain a neutral tone and stick to the facts.
Laga oS »
« Be courteous.
1. Opening alauall L |
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Thank the person for writing about the problem. Acknowledge
the person and the feelings. People write complaints to be

heard, to get sympathy, an apology, action, or some financial
adjustment.
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“I'm sorry” and “| regret” means you did nothing wrong.
Mok (5,8 iesban gt} s el
“l apologize” means you did do something wrong.
RUINUEN PP SPUPRU NIV 3 | FERVSUR VI -1 B
- Thank you for your e-mail expresstné your disappeintment,
a8 el dus pall Lindael bl jual -
- | appreciate you letting us know about this.
ol wgal 1 -
- f understand your frustration.
Slhgasn/ il lacsl (e 4 oy Le e canf -
- | regret you had trouble/difficulties.
g Jlni¥ sgin oh L egall cgu le cand W1 -
- We regret the misunderstanding/miscommunication about .....
woae gy linbiiel ahe L ol -
- We are sorry to hear about .....
2. Focus S pudl o 2

Slats i el 130 1 3 2ummth AN Wl
Relate to the specific problem. Explain why you are not at
fault.
(b 3l 58 Jads Latie o aglll ity (OMRN O o 28 Y
Do not suggest that the reader shares the blame, even if s/he
does.

Lol Joline 2t/ Uil 755 Ui OIS < dandl g =
- Unfortunately this was beyond our control/out of our hands.
e 3 e gl Jadd o e o L cad -
- I'm sorry that we couldn't do anything about .. ..
e Jois Lisbaghas/Lina b /Ulae o ~
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- OQur handbook/policy/information says ....
e Ol LYl eSS -
- We were under the impression that ...
..... ).;u::i Lg,:).ﬂj q-dl L'_ll.Aj.La_U -
- The information you provided indicated ....
3. Action sl o3

Relate 1o what the reader wants Soolal oo L dads s
o L;I A;m.'l.c_g NN La Commes —
- | looked into what happened, and | learned that .....
oo gl iSIs (3NN oy o e sl Jain) e o ol eged
- Unfortunately | cannot (do whatever the reader wants) but | can

A allas el Cagu
- | will pass your letteronto .......
4. Closing anikadt o |
End on a positive note. Aol A wbilas &
3agad) Aulle Uliae Qoo jied/(yge jila il
- We are committed to/take pride in high-quality customer service.
A il @ga ol -
- You are important to us.
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- We look forward to seeing you again and trust that (mention
things from the letter that will be better.)
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Response to a Complaint "i

e Y
Apology
Practice ais  Lsund
Lgiah it gglSall Liad Cavae ciluda ol
Practice Brainstorm complaints that you have had.
RN L PR ] POBCTY
Chose one to respond with an apology.
Follow these guidelines 230 ¥ Jo glade)) 00 2451

Tone dnzidi

A e O3 Walg il e e
Express your regret and concern, but not too much.

Don't make excuses or offer long explanations.
WM s e we b F (S daliall oyl ice Y
Sincere apologies can help mend relationships.
1. Opening alidall o 1
Acknowledge the mistake. Alogndls v e
- We have received your letter of February 19, 2009 about ........
2. Focus s gl 2
Olime W alas dles Llasd) fpe Adgiod! Lat s wlilaliy o 30
Admit your mistake and accept responsibility for the error: the
“pure apology” sentence.
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Do not suggest that the customer share the blame (e.g. by
suggesting s/he is too sensitive).

Do not blame someone éelse. e gams M aghildagsy
g Lolasd e ol Al -
- Thank you for notifying us about ....
- We are sorry to hear about _.... oo e e Lasd i -
- We regret the error ... cees Unzel ity cali -
- | apologize for .... v o bt 3L -
- Rarely happens. 5ol G e
- You are correct. (o pake il -
- That should not have happened. ol Sy W1 i IS -

bl |/ sllal i @il 5] -
- | understand your disappointment/frustration.

3. Action it o3
(L3 1S e 131) st aguctlh s Joull dsaithy Lmihy
Be clear about the solution, adjustment or compensation (if

asked and appropriate).

- We will not charge you for ... V1 L« JEI T PERD U PV
- Enclosed is ... ceee ablaadl JA 0 aage -
- We are willing to ... RS, JEY VKO0 B PR

- As a token of our regret ... coee Ll R puagy -
4. Closing adlsld _ 4

Try to restore the customer’s faith. You could apologize again.
Jamiodt 2 aliladl e MAL oliD cagu oS p L
Explain how you will avoid similar problems in the future.

End on a positive note. Aplet alaa Ma I gl
- Again, my sincere apology. BN ESY L_;Jt_'ﬁnl‘ggﬁ‘.‘l iya-
- We have high standards for ..... ceen At adle julea Loud -
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- We are taking steps to ensure that this does not happen again.
e U“ L’LﬂLj ‘QS.,LQ.L‘I JJ.EJL)_‘R'_? -
- We appreciate your business and hope that .....
i B i) I pilas -
- We look forward to seeing you in the future.
- You are welcome to call me to discuss this further,

Tips adluad
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Response letters are easy for
these topics
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1. Respond to a complaint and treat it as valuable
feedback

Jemtl 55031 Jand dp i Lo 7y Byl lilaasg

Tips: This is a good public reiations letter. It lets the customer

feel appreciated and it gives you an opportunity to explain what
you are doing to make things better.

wllazill clialq Ueall psu Ladus oSl | ciiadioia w2
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2. Respond to a complaint while admitting fauit and
making an adjustment
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Tips: Write this letter as soon as you have received and
investigated the complaint. If a customer takes the time to
complain, you can probably retain his or her business. It takes
less effort to satisfy a current customer than to attract a new

one.

Slagleall yn awjndl Jlalia Sdqsoion Jl wadins o3
3. Respond to a complaint, but needing more
information
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Tips: When you don't have enough information to respond

to the complaint immediately, this letter will serve to either ask

the customer for more information or to inform the customer that

you are collecting more information from another source before

responding. It lets the customer know that you take the complaint
seriously.





