Response to a Complaint Letter
Free templates and a complete example from all-docs.net. No signup required. Replace the bracketed text with the customer, the issue, and the fix.
Template 1: when the fault is yours
[Your Name / Company]
[Address]

[Date]

[Customer Name]
[Customer Address]

Dear [Mr./Ms. Surname]:

Thank you for your [letter / email] of [date] about [the issue]. I am sorry that [restate the problem briefly]. [If the fault was yours, take responsibility plainly.]

[What happened: a short, honest explanation, and what you have changed so it does not happen again.]

[The fix: exactly what you are doing, with a specific timeline. Offer a choice or a form of redress where appropriate.]

Thank you for giving us the chance to put this right. If anything is still unresolved, contact me directly at [phone / email] and I will handle it personally.

Yours sincerely,
[Your Name]
[Title, Company]
[Contact details]
Filled example
Summit Retail Group
P.O. Box 54321 - 00200, Nairobi, Kenya

22 July 2026

Ms. Grace Achieng
P.O. Box 12345 - 00100
Nairobi, Kenya

Dear Ms. Achieng:

Thank you for your letter of 15 July about order 4821. I am sorry that two of the items arrived damaged. That is not the standard we hold ourselves to, and you were right to tell us.

I have looked into what happened. The parcel was packed without the padded inserts we normally use, which we traced to a gap in our warehouse checklist. We have corrected the checklist and added a second inspection before dispatch.

Here is how I would like to put it right, whichever you prefer. I can refund the full KSh 8,400 to your card, showing within three business days, or ship replacements at no charge within two business days. Reply to tell me which you would rather have and I will action it the same day.

Thank you again for giving us the chance to put this right. If anything is still not resolved, contact me directly on the details below and I will handle it personally.

Yours sincerely,
James Otieno
Customer Service Manager, Summit Retail Group
+254 20 555 0104  |  james.otieno@example.com
Template 2: when you believe the customer is mistaken
Dear [Mr./Ms. Surname]:

Thank you for your [letter / email] of [date] about [the issue]. I am sorry you have had a frustrating experience, and I want to help sort it out.

I have checked our records, and [what they show: the order shipped on [date] to the address on file, the payment cleared, the item matches what was ordered]. I have attached [the order confirmation / the delivery record] so you can see the same detail I have.

If something here does not match what you have, send me [the tracking number / a photo / your order reference] and I will look again straight away. I want to be sure you are treated fairly.

Yours sincerely,
[Your Name]
[Title, Company]

Names, addresses, phone numbers and email addresses in the examples above are fictional. Replace every one of them with your own before you send anything.
Free template from all-docs.net/business-formal-letters/how-to-write-a-response-to-a-letter-of-complaint/
