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Thank you for downloading this template! 
You’re one step closer to managing customer complaints better. 

This customer complaint letter response template has been created by i-Sight to help you manage and respond to customer complaints in all industries.

While forms and documentation can facilitate a quick resolution to customer complaints, they are only beneficial when they are thorough, orderly and consistent.    i-Sight’s Case Management solution provides a robust system that can help businesses keep track of all forms, documents and relevant evidence.  

i-Sight’s solution also provides: 

· A Web-Based Platform
· Important Alerts
· Case Centralization
· Task Management Capabilities
· Real-Time Dashboards 

Book a demo today to find out how i-Sight works with you to streamline your complaint management process. 

Connect with us: 
1-800-465-6089
info@i-sight.com
i-sight.com  


Customer Complaint Letter Response Tips
Your response should be:
· Clear and consistent
· Free of grammar, spelling and formatting errors
· Objective
· Professional
· Apologetic and conciliatory
· Compassionate, empathetic and respectful
· Timely

Your response should not be:
· Defensive
· Confrontational
· Dismissive

Your response should not disclose:
· Personal information except in accordance with the appropriate privacy laws
· Information regarding staff performance (i.e. the staff member who was short with them was fired)
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[Replace with your organization’s logo]




					November 30, 2020 [date]	

				
Dear Mr. Smith: [salutation]

Re: Poor check-in experience [acknowledgement of receipt of complaint]

I appreciate your letter dated November 25, 2020 regarding your stay from November 2-5, in which you voiced your concerns about your check-in experience. I am sorry to hear that your experience did not meet your expectations. [acceptance of complaint]

I understand how distressing this experience must have been for you, especially after a day of travel, and I would like to apologize on behalf of the entire [company name] staff. [apology]

At [organization name], we strive to learn from these types of situations, and we would like to thank you for your feedback. We’ve reviewed your concerns and conducted interviews with the front desk staff who were working on November 2 at the time of your check in.

I have been advised that at the time you checked in on November 2, we had a large influx of guests, as it was around the hotel’s earliest check-in hour of 3 PM. Your wait reflected the number of guests who arrived ahead of you. [lessons learned from investigation] We are dedicated to reducing wait times at peak check-in and check-out times and are currently taking steps to address the problem so we can provide a better experience for guests in the future, including installing automated kiosks.

When I spoke to the front desk staff member who checked you in, he expressed remorse for his tone and behavior. He extends his apologies to you and your family. [expression of regret] Our entire front of house staff has since completed refresher training on customer service etiquette. [changes being made because of the complaint] 

Please do not hesitate to contact me at the number below with further questions or concerns. [offer of further contact]

Regards,

Kathy Jones
Hotel Manager, ABC Hotel Downtown City
(111) 222-3344
kathyjones@abchotel.com [responder’s contact information]
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