When acknowledging receipt of a complaint, it’s crucial to
convey your commitment to addressing the concerns raised and
provide assurance that the matter is being taken seriously. An
acknowledgment letter is an essential first step in the
complaint resolution process. This guide focuses on crafting
an effective acknowledgment letter for a complaint, helping
you communicate professionally and empathetically with the
complainant.

Acknowledgment of Receipt of Complaint
Template

Use the following template as a guide to acknowledge the
receipt of a complaint. Customize it to address the specific
complaint and reflect your organization’s commitment to
resolving it.

[Your Name]

[Your Position]
[Company Name]
[Company Address]
[City, State, Zip]
[Email]

[Phone Number]

[Date]

[Complainant's Name]
[Complainant's Address]
[City, State, Zip]

Dear [Complainant's Name],

I am writing to acknowledge receipt of your complaint dated
[Date of Complaint]. We understand that you have experienced
[briefly state the nature of the complaint] and I want to
assure you that your concerns are being taken very seriously.



We are currently in the process of investigating the matter to
ensure we Tfully understand the situation and can take
appropriate action. This may involve [briefly outline any
steps your organization 1s taking to investigate the
complaint].

We are committed to providing our customers/clients with the
highest level of service, and when something goes wrong, we
appreciate you taking the time to let us know so we can
address it and improve.

Please expect a detailed response by [provide a timeframe for
a full response]. In the meantime, if you have any further
information that you believe may assist us in our
investigation or if you have any additional concerns, please
do not hesitate to contact me directly at [Your Contact
Information].

Thank you for bringing this matter to our attention. We value
your feedback and are committed to resolving this issue to
your satisfaction.

Sincerely,

[Your Name]
[Your Position]

The Role of an Acknowledgment Letter

An acknowledgment letter for a complaint serves to:

Confirm Receipt: It lets the complainant know that their
complaint has been received and is not being ignored.

Show Responsiveness: It demonstrates that your organization is
proactive in dealing with customer/client concerns.

Build Trust: It helps to maintain and build trust by showing
that you take complaints seriously.



Essential Elements of an Acknowledgment
Letter

Your acknowledgment letter should include:

- Personalized Address: Address the complainant by name to
personalize the response.

 Reference to the Complaint: Briefly mention the nature
of the complaint to demonstrate understanding.

- Commitment to Resolution: State your commitment to
resolving the issue.

 Qutline of Next Steps: Briefly explain what will happen
next, such as an investigation or follow-up actions.

= Timeframe for Resolution: Provide a realistic timeframe
for when they can expect further communication.

» Contact Information: Offer direct contact details for
any further queries or information.

Writing a Complaint Acknowledgment Letter

- Be Prompt: Send the acknowledgment as soon as possible
after receiving the complaint.

= Be Professional: Maintain a professional and empathetic
tone throughout the letter.

Be Clear: Clearly state the next steps and what the
complainant can expect.

- Be Concise: Keep the letter brief and to the point,
focusing on the essential information.

 Proofread: Ensure the letter is free of errors and is
well-organized.

Responding promptly and appropriately to complaints 1is
critical in maintaining customer satisfaction and trust. By
acknowledging the receipt of a complaint effectively, you set
the stage for a constructive resolution process.



