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 Date
Dear use formal title, eg Mr, Ms,
RE:  Formal Complaint - COMPLAINT REFERENCE 
My name is……and I am (job title). I am writing to you in response to the concerns you have raised in your complaint dated….

In order to fully investigate your complaint I have (actions taken, spoken to…, read files, reviewed the case, for example) make it clear that you have looked into the complaint and are not just responding from memory or stating your opinion.
In your complaint you identify (number) issue/s.    These are……..state the issues in simple, clear language using the complainant’s words as much as possible. 
Provide a response to each of the issues that is clear and open: 

A separate paragraph for each issue that explains what happened and why in relation to the particular issue, if the complaint is valid apologise, state what lessons have been learnt and what we are going to do /already doing to avoid making the same mistake in future. If not valid then explain what happened and why it happened that way clearly.

Avoid abbreviations, acronyms, bullet points, jargon and numbered lists.

Please be reassured that I have listened to your concerns and I trust the above now clarifies the matter./have taken action to address the issues you have raised. Wording to this effect
Yours sincerely

Name
Job Title
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