Word Processing I

Writing a Letter of Complaint
Purpose 
The purpose of the complaint genre is to express your dissatisfaction with some treatment, service or policy, with the hope of improving them in general, or having your particular problem rectified. A complaint may take a verbal form, either by telephone or in person, or written form, either email or letter. The description here is of the more formal letter of complaint, such as might be sent to a business, government or other organization or official.
Structure 
The basic structure of a letter of complaint consists of five parts: 

1. Initial details, including sender's address, date, recipient's name and address, and greeting. 

2. The writer introduces him or herself and/or the organization or group they represent. 

3. The problem or issue of concern is clearly stated, including any relevant details of the circumstances, background or events leading to the problem situation, and, if appropriate, times, dates and places. 

4. A brief statement suggesting the action you would like to be taken to rectify the unsatisfactory situation. 

5. Formal sign-off. 

Language Features and Conventions 
The letter of complaint takes a semi-formal or formal tone (according to the seriousness of the complaint). It need not be expressed in the most polite terms, but despite arising from dissatisfaction and frustration, perhaps even anger, it should not be expressed in rude or abusive terms. After all, there is generally a hope of persuading the recipient to take action to improve the situation. The letter of complaint is written in a mixture of past, present and future tenses. It makes use of full sentences and paragraphs. Linking words and phrases to do with problems and solutions are used, such as "to my disappointment", "we expected", "yet again", "please", "solution", "it would assist us greatly if", "in order to".
1234 MaukaMakai Street

Honolulu, HI   96813

Date

Name (person with real authority)

Their Job Title

Company Name

Address

City, State Zip Code

Dear  :

Just one month ago, on March 3, 1995, I bought one of your televisions 

at XYZ store here in Honolulu.  It was model ABC, serial # 12345.  A 

copy of my receipt is enclosed.

The TV does not work properly.  When I try to change channels using 

the remote control, it takes a long time to respond, and then about 

half the time the channel changes to channel 3, even if I pushed the 

button for some other channel.  I have checked this repeatedly to make

sure I was pushing the right buttons.  I have checked the manual that 

came with the TV, but this problem is not mentioned in the 

"Troubleshooting" section.

I took it to your local service representative for repair.  A copy of 

my receipt is attached.  They worked on it, with no luck.

I want to exchange this TV for a new one of the same model, for the 

same price.

I hope we can solve this problem in a mutually agreeable way.  Please 

respond by April 30, 1995.  If I have no response by then, I will 

start looking for help from a third party, such as a consumer rights 

organization or an attorney.

Very truly yours,

Joe Smith

 
11 Sample Street
Milton, PA  17847
April 4, 2003


Councillor Bob Morgan
Madeuptown Shire Council
22 Government Street
Madeuptown, PA  17847

Dear Councillor Morgan

My name is Susannah Kidd. I am a student at Madeuptown High School, and I am writing on behalf of the students of Classes GL2 and SP3. We would like to express to you our disappointment at your handling of our invitation for you to participate in the special "Solving Problems in the Community" event, which was held at our school last Thursday, 14 September.

After receiving your acceptance of our invitation, students went to a great deal of trouble to prepare for the event. Not only did they spend many hours working on their projects to devise solutions to a variety of problems faced by people in our local community, they also put in a great deal of effort to promote the special presentation event, and your role in it, within the community, and to set up for the presentation on the day.

Had you been unable to attend due to illness or some other unavoidable circumstance, we would have been disappointed, but would have understood. But to receive a phone call just an hour before the presentation was due to begin, explaining that you had been called away to Golden City to take delivery of your new limousine, shocked and upset us. It certainly suggested to us that, in your view, local young people are of very little importance.

We had intended, because of your well known involvement in certain community improvement programs, to invite you to participate in the presentation of certain "Community Project" awards, as part of our end of year Presentation Night on 3 December. However, we are now not sure whether you would take the invitation or the event seriously. To assist us with our planning, could you please contact us to discuss your interest and availability for such a function?

Yours sincerely

Susannah Kidd
Susannah Kidd

