LETTERS:  Bad-News Letter – Product Complaint
Write a Complaint Letter:
· Some product you have recently purchased and/or used 

· familiarity is the key to detail

· For personal or professional purposes

· Be specific with your details
· Follow the book’s AND Phillips’ guidelines 

· (except for the color of paper)

· Make clear

· exactly what the problem is

· be descriptive

· include specific instances that you have witnessed, experienced

· exactly what you want

· be realistic

· make a suggestion/s

· Clearly identify the product

· include the product’s make and model, name, brand, …

· when you bought it (approximate, if you must)

· where you bought it

· (it is a good idea to “enclose” a copy of the receipt)

· Follow the letter template
· Use an appropriate POV
· use first person (I or we) point-of-view
· Open with a “buffer”

· say something positive before you say something negative

· about the company, products, staff, past experiences,  …

· Mind your tone
· remember, you want the reader to take you seriously 

· and to work with you to resolve the issue

· End on a “good note”

· thank the addressee for her/his time and careful attention to this matter

· no need to threaten (tone)

· use an appropriate Closing Remark

· do not forget to sign

· (add the “Enclosure” for the receipt)

Writing the Perfect Complaint Letter
By:  Ellen Phillips (As seen on the Oprah Winfrey Show)

< http://www.docstoc.com/docs/4219109/Writing-the-Perfect-Complaint-Letter >
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Ever feel frustrated, upset or just plain mad about how you were treated by a store, company or agency? Ellen Phillips, author of Shocked, Appalled and Dismayed and CEO of Ellen’s Poison Pen, has helped hundreds of people recover their losses by teaching them how to write the perfect letter of complaint that's guaranteed to get results.  

· They'll Want to Read It

· No White Paper

· Use Strong Language

· Be Specific

· Be Nice

· Say “Thanks”
They’ll Want to Read It
Ellen says the first thing you want to do when writing a letter of complaint is to make sure you’re sending it to the proper person.  

· Never send your letter to customer service - remember they’re the folks who put you on hold and leave you there. 

· Always address your letter to the CEO or owner of the company. They’re the ones with the authority to do something for you. It’s also a good idea to “cc” the letter to federal, state and local consumer agencies.

· Also, use bold and CAPS when addressing the letter: 

· FOR IMMEDIATE AND PERSONAL 

· ATTENTION!

No White Paper

· Do not write your letter on white paper. 

· Companies get thousands of letters on white paper, and a lot of that paper ends up in the trash. 

· You want yours to get noticed! Use nonwhite paper and make it stand out!   

Use Strong Language
· Another secret to getting your letter read is to use every strong adjective you can think of. 

· Use language that will jump up and slap somebody in the face. 

· Get a thesaurus if you need to. 

· The following words will get their attention:

· appalled
· shocking 

· egregious
· reprehensible
· outrageous 

Be Specific

· Be sure to specify your exact loss, that is, what you expect the company to do about it. 

· If you don't suggest a loss of profit and what you expect in return, what's the point of writing the letter in the first place?   

Be Nice

· And, by all means, be polite. 

· Do not be threatening or accusatory-being rude and arrogant will get you nowhere —  fast.   

Say “Thanks”

· By all means, if you get good service or a positive reply from the company, the best way to ensure that quality continues is to share your appreciation. 

· Send the company a “thank you” letter to express your gratitude.   
__________________________________________________________________________________________
Writing A Consumer Complaint Letter
More information available at The Office of Consumer Protection
When you feel you were mistreated by a business, it's often best to start with a complaint letter. If done correctly, you can often get action, especially if relatively small amounts are at stake.  

Here are some suggestions:  

1. Address the letter to a person with some real authority -- someone who can fix the problem. This is usually the head of customer service, or a top officer such as the President of the company.

2. If you are getting this information from the Internet, then you must be able to type! Type your letter.  

3. Start out with data. State (a) when you bought the product, (b) where you bought it, (c) the name and model of the product, and (d) the serial number if you have it. 

4. State the problem clearly. Be brief. Do not rant and rave (even if you are feeling that way!) Be businesslike and objective. Companies get lots of letters from "crackpots," and such letters usually do not get anywhere. 

5. State what you want. Do you want a refund? Do you want to exchange the product? If so, for what? Do you just want an apology? 

6. Send copies of relevant documents like receipts. Do not send original receipts. Keep them. 

7. Set a specific time for them to respond. A reasonable time is usually 10 business days or more. 

8. Make sure you give your phone number (specify whether it is daytime or nighttime or give both), and your address, as well as your name. If you are writing to a company on the mainland, it helps to explain the time differential to Hawai`i. There are plenty of people who have been woken up at 3 a.m. in the morning with a call from a customer service representative on the east coast. (Not a good way to get off on the right foot!) 

9. Keep a copy of everything you send. If it's a big problem, you should consider sending your letter return receipt requested, so you can prove they got it, and when. 

(Your full name & return address) 








Date
Joe Smith 

1234 Mauka Makai Street 

Honolulu, HI   96813 

(808) 111-2222 (daytime) 

(808) 222-3333 (evening)  

jsmith@isp.com
Name (appropriate person, one with real authority) 

Their Job Title 

Company Name 

Address City, State, Zip Code 

(double space)  

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.  At your earliest convenience, please contact me via e-mail at (jsmith@isp.com) or telephone at (555-555-1234) or letter at the address listed above.  
(double space)  

Very truly yours,  

(Leave four spaces for your signature)  


Joe Smith 

1234 Mauka Makai Street 

Honolulu, HI   96813 

(808) 111-2222 (daytime) 

(808) 222-3333 (evening)  

jsmith@isp.com
Enc. (receipt)  

If appropriate, add: 


If you call me, please remember there is a __-hour time difference between your office and Hawaii.





If this is the third+ letter, then it may be time to be less friendly:


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.  


Some suggest repeating your contact info after your signature


as illustrated here








Sample, not template








