Writing a letter of complaint
What do these words mean? 

Which ones would describe a good letter of complaint? Please tick them.
· concise 
· authoritative
· threatening 
· long

· factual 

· constructive 

· friendly 
· rude
Decide where these sentences fit best? Why? Look at the grammar and the meaning.
1. I would like to resolve this matter quickly.

2. Your company is rubbish and I will never use you ever again.
3. I am just not satisfied! b
4. I look forward to hearing from you soon.

5. If you do not do anything I go to the police and my MP 
6. I greatly appreciate your help. 
7. The person I spoke to on the phone lied to me and was very rude.

8. I'm tired of you and I wish you were dead.

9. Please telephone me to let me know how you'd like to deal with this. 
10. I'd be really grateful if you refund the money.

11. You must do this because if you don't I will be very angry.
12. I'd like to remind you that this is part of our contractual agreement

	Useful in a letter of complaint
	Not useful in a letter of complaint

	
	

	
	

	
	

	
	

	
	

	
	


Watch this great video about how to complain effectively
http://www.videojug.com/film/how-to-complain-successfully 
Dear (name) 

Outstanding service problem - contract ref (number) 

I really need your help with this.

Your engineer (name if appropriate) called for the second time in the past ten days to repair our (machine and model) at the above address, and I am still without a working machine. 

He was unable to carry out the repair once more because the spare part (type/description/ref) was again not compatible. (I attach copies of the service visit reports.)

Your engineers have been excellent as always, but without the correct parts they can't do the job required.

Can I ask that you look into this to ensure that the next service visit, arranged for (date), resolves the matter?
Please telephone me to let me know how you'd like to deal with this.

When the matter is resolved I'd be grateful for a suitable refund of some of my service contract costs.

I greatly appreciate your help.

Yours sincerely 

signature

J Smith (Mrs)

Enc. 
· Concise letters can be understood quickly. 
· Authoritative letters - letters that are well written and professionally presented - have more credibility and are taken more seriously. 

· Factual letters enable the reader to see immediately the relevant details, dates, requirements, etc., and to justify action to resolve the complaint. 

· Constructive letters - with positive statements, suggesting positive actions - encourage action and quicker decisions. 

· Friendly letters - with a considerate, cooperative and complimentary tone - are prioritised because the reader responds positively to the writer and wants to help. 

