Notes by your teacher at http://www.talkingpeople.net

Complaint Letters

Complaint letters are used to have products replaced or money refunded, change company policy or government legislation, influence the media, fundraise, and so forth. A complaint letter is often more effective than a phone call or an e-mail message because its arrival has to be registered. When writing your complaint letter, identify a definite purpose and outcome that you want to achieve, and indicate those ideas clearly in your letter. Here are some suggestions: 

· Before writing the letter, make sure that the facts are right and your complaint is legitimate.
· Type your letter. Use a spellchecker, or have someone proofread your letter. If it is handwritten, make sure it is neat and easy to read. Generally keep your letter short and concise. Write short paragraphs, and almost always keep your letter to one page. However, do include all important facts. No matter how justified your complaint may be, do not allow your letter to become angry (rude), pathetic (avoid emotional blackmail), sarcastic, or threatening. Keep in mind that the person that reads your letter will often not be the person responsible for the problem. Try to put yourself in the other person's place.

· Address the letter to a person with some real authority -- someone who can fix the problem, the head of customer service, or a top officer such as the President of the company.

· Start out with data. State (a) when you bought the product, (b) where you bought it, (c) the name and model of the product, and (d) the serial number if you have it.

· State the problem clearly. Be brief. Do not rant and rave (even if you are feeling that way!) Be businesslike and objective. Companies get lots of letters from "crackpots," and such letters usually do not get anywhere.
· State what you want. Do you want a refund? Do you want to exchange the product? If so, for what? Do you just want an apology? Explain why your suggestion or request for retribution should be granted (if you made one).
· Set a specific time for them to respond. A reasonable time is 10 business days or more. 

· Send copies of relevant documents like receipts. Do not send original receipts. Keep them. 

· Make sure you give your contact information: phone number (specify whether it is daytime or nighttime or give both), and your address, as well as your name. 

· Keep a copy of everything you send for your records. Send your letter return receipt requested, so you can prove they got it, and when. Consider writing another letter with a firmer tone if you are not happy with their answer, or try writing to someone higher up in the chain of command.
• describe purchase: name of product, serial number + date and place of purchase

• state problem: briefly, clearly (to-the-point)

• ask for specific action
• state how you can be reached

• enclose copies of documents
• allow time for action
Keep all copies of your letter and all related documents

Sample Complaint Letters

Your Address
Your City, State, Zip Code


Date 

Name of Contact Person, if available (or Mr./Ms. ….)
Title, if available + Company Name + Consumer Complaint Division (If you have no specific contact.)
Street Address + City, State, Zip CODE

Re: (account number, if applicable)

Dear (Contact Person):

I would like to inform you of my dissatisfaction with (name of the product with the serial number, or the service performed). I purchased  (bought, leased, rented, or had repaired) this item  (or service; name of the product, with serial or model number or service performed) on  (date of purchase) at (location of purchase). 

Unfortunately, your product (or service) has not performed well (or the service was inadequate) because (state the problem). I am disappointed because (explain the problem: for example, the product does not work properly, the service was not performed correctly, I was billed the wrong amount, something was not disclosed clearly or was misrepresented, etc.). // Shorter alternative paragraph: My complaint concerns (the reasons for your complaint).
To resolve the problem, I would appreciate your (state the specific action you want – refund/money back, charge card credit, repair, exchange, etc.) Enclosed are copies (do not send originals) of my records (include receipts, guarantees, warranties, canceled checks, contracts, model and serial numbers, and any other documents). // Shorter alternative paragraph: To solve the problem, I would like (state the specific action you desire for satisfaction). 
I look forward to your reply and a resolution to my problem, and will allow (set a time limit) before seeking help from a consumer protection agency. Please contact me at the above address or by phone at (home/office numbers w. area code).

Thank you for your assistance and cooperation in this matter. 

Sincerely,*

Your name*

Enclosure(s): (list the docs you are attaching)*

Second text (2):

I want to inform you of my dissatisfaction with (name of product with serial number, or description of the service performed). I purchased this item (or service) on (date) at (name of company, location). 

Briefly, the problem is (give the reasons for your complaint).

I have already pursued this matter with (note any attempts you have made to resolve it). In order to resolve this matter (give the specific action you want to satisfy your complaint).

Enclosed are copies (do not include originals) of my records (include receipts, warranties, canceled checks, contracts, and any other documents and correspondence).

Please contact me within 10 days of the date of this letter (give a specific number of days or a specific date) with specific instructions for resolution of my request. I have prepared a file for submission to the Consumer Protection Association of America, but will not submit it until the date indicated above. If you need to contact me by telephone, you may reach me at (include daytime and evening numbers). 

Thank you for your prompt attention to this matter. 

***(Same ending as above) 

Third text (3):

Just one month ago, on March 3, 1995, I bought one of your televisions at XYZ store here in Honolulu.  It was model ABC, serial # 12345.  A copy of my receipt is enclosed.

The TV does not work properly.  When I try to change channels using the remote control, it takes a long time to respond, and then about half the time the channel changes to channel 3, even if I pushed the button for some other channel.  I have checked this repeatedly to make sure I was pushing the right buttons.  I checked the manual that came with the TV, but this problem is not mentioned in the "Troubleshooting" section.

I took it to your local service representative for repair.  A copy of my receipt is attached.  They worked on it, with no luck.

I want to exchange this TV for a new one of the same model, for the same price. I hope we can solve this problem in a mutually agreeable way. 

Please respond by April 30, 1995.  If I have no response by then, I will start looking for help from a third party, such as a consumer rights organization or an attorney.

Very truly yours,

Joe Smith / 1234 MaukaMakai Street / Honolulu, HI   96813 / (808) 111-2222 (daytime) / (808) 222-3333 (evening)

Types of complaints

· Complain about poor service or a faulty product. Tip: Communicate facts more than emotions. If this letter does not bring action, assume a stronger but still credible tone in the next one. State the name of the product, the model number, when and where you purchased it. Report the history of all the problems you've had with the product. Explain what you need and exactly how you expect your complaint to be resolved. Include copies of any pertinent bills or receipts with your complaint letter. Express confidence that your complaint letter will be addressed promptly and the problem settled satisfactorily. State who you will contact next if your complaint is not addressed by the deadline that you set in your letter. 

· Complain about a faulty delivery or a shipping error. Tip: 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, refuses to correct the situation and you feel your only recourse is to pursue legal action, voice your feelings in a tactful way.

· Complain about harassment. Tip: In this letter you need to be assertive, but not insulting. Be brief, and don't threaten legal action unless you are willing to follow through with it.

· Complain to a neighbor or a landlord. Tip: Since you’ll keep associating with these people, your letter needs to accomplish its purpose without destroying the relationship. Tact is important. If you feel you must take legal action, do not mention it until other measures appear to be failing.

· Complain about community problems. Tip: Avoid insulting the reader, who may not be responsible for the problem. You can increase the effectiveness of your letter by getting several others to sign it with you.

· Complain about a billing error. Tip: Keep in mind that most errors are unintentional, and that most businesses want to address and clear up their customers' complaints quickly. Be firm but polite.

· Complain about a delay in an order. Tip: When the time goes beyond the standard "six to eight weeks for delivery," you may need to send this letter. A friendly reminder usually works fine.

· Complain about a radio or television broadcast. Tip: Send this letter with as many signatures as possible. It is important to communicate the magnitude of your disappointment.

· File a warranty claim. Tip: Omit irrelevant details and communicate facts more than emotions. If this letter does not bring action, assume a stronger tone in the next one. 

· Make an insurance claim. Tip: Keep this letter concise and professional. Make your request specific and, as necessary, refer to any enclosed documents. The letter will usually follow up on a telephone call, which should have been made as soon as possible after the event or accident.
· Request a refund or reimbursement. Tip: Use clear, courteous language for this letter, so your reader will have no doubts about your request. Supply the appropriate documentation.

· Complain about laws, policies, or inefficiencies; Appeal to higher authorities when complaint letters don't work; Complain about receiving damaged goods; Complain about poor facilities or equipment, and so forth.
