
Replies to complaint letters, often called letters of "adjustment," must be handled
carefully when the requested compensation cannot be granted. Refusal of compensation

tests your diplomacy and tact as a writer
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Here are some suggestions that may help
you write either type of adjustment letter :

1. Begin with a reference to the date of the original letter of complaint
and to the purpose of your letter. If you deny the request, don't state
the refusal right away unless you can do so tactfully.

2. Express your concern over the writer's troubles and your appreciation
that he has written you.

3. If you deny the request, explain the reasons why the request cannot be
granted in as cordial and noncombative manner as possible. If you
grant the request, don't sound as if you are doing so in a begrudging
way.

4. If you deny the request, try to offer some partial or substitute
compensation or offer some friendly advice (to take the sting out of
the denial).

5. Conclude the letter cordially, perhaps expressing confidence that you
and the writer will continue doing business.



Body/Content of Adjustment Letter
1. Introduction : acknowledgement of receipt of the complaint."We

have received your letter about the damaged goods you received."

2. Expression of our apology :"We are extremely sorry about it."

3. Explanation / admitting / own the problem:"We will struggle

to send goods in a proper way."

4. Solution :"We will deliver the replacement for the damaged goods

today. We also enclosed a free $ 25 voucher that you can use anytime."





We choose go to the moon, not because it’s easy.
Because, it’s hard ! - Amstrong


