
MANAGING CONSUMER COMPLAINTS

Sample of letter template

This resource is provided to the members of the New Zealand Joinery Manufacturers Federation Inc 202
and is solely for the use of its members Registered Master Joiners. 

Phone: (04) 471 1133
Freephone: 0508 4Masterjoiner (0508 462 783)

Email: info@masterjoiners.co.nz

Good documentation supports keeping track of agreements reached and actions
taken.  The first step in acknowledging a complaint is responding in writing.   Below
is a sample of text which you may use as a guide in responding to clients submitting
a complaint.

Dear Client

RE: Your complaint

Thank you for letting me know of your concerns with the work I have carried out for you. It is

important to me to ensure I have satisfied clients and feedback is always welcome. As a

Master Joiner I have a complaint process that is supported by the Master Joiners’ Association

of which I am a member.

I understand your complaint is (enter information about what the client is complaining about)

and that you would like to (enter what the complainant is asking to happen).

Dear Client

RE: Your complaint

Can you please clarify the concerns you have about the work I have done for you and the actions you
would like me to take to address your concerns?  

I will respond to your complaint with 10 business days. This may include meeting with you to discuss
further.

Working together I hope we can resolve these issues. To help with this process I may consult with
our association external complaint resolution expert and/or consider if we need some form of
mediation.

If we can’t reach agreement, then you can refer your complaint to the Master Joiners’ Association. A
description of its complaint process can be found on the website.

SAMPLE ONE

SAMPLE TWO

Effective complaint handling is fundamental 
to the provision of quality service


