Aged Care Complaints Commissioner – Complaint Handling Toolkit
Template Collection: Letter acknowledging a complaint

This document can be used or adapted by service providers to develop a template letter for the acknowledgement of a complaint. It has been designed to be printed on organisational letterhead. Alternately, you can insert the service name and logo at the top of the document. 

This document is designed to be used as a starting point. Service providers should adapt this document in consultation with staff and care recipients to ensure it meets the specific needs of their own service.

NB: This is a text template, not a fully formatted print-ready template.  Service providers may need to adjust page margins, column spacing and text wrapping to suit their service’s printing and IT set-up.


Letter acknowledging a complaint



Letter acknowledging a complaint

To:		[Complainant’s name]
cc:		[Care recipient – if not the same as complainant]
Address:	[Line 1]
		[Line 2]
Date:		[Insert date]

Dear [Name],
We have received a copy of your complaint relating to the following issue(s):
· [insert details of complaint – for example:
Issue 1: A concern that some of Mrs Jones’ nightgowns are going missing 
 during laundering. 
 Issue 2: Mrs Jones would like her meal on Saturday nights to be served later   as she is out all day with her family.]
We are sorry that you experienced dissatisfaction with our [laundry and catering] service.
We are committed to delivering high quality care and services and we will be looking into your complaint over the next [XX days / weeks]. 
We plan to review what has happened in this instance, why it happened and what we can do to prevent it from happening again. As part of our inquiries, we will consider what you have told us and provide a copy of your complaint to the manager responsible for the staff involved. We may also interview the staff who were providing care and services in relation to your complaint and examine service records and other internal documents, policies and procedures. 
[IF APPLICABLE We intend to involve the care recipient in the resolution of this issue where appropriate.]
We will respect your privacy and confidentiality at all times while working to resolve your complaint, and communicate with you regularly to keep you informed about any progress. 
If you are not satisfied with the way we handle your complaint you can contact:
· [Service Complaints Manager Name] on [Phone Number] or via email [Email Address] to discuss your concern, or

· Aged Care Advocacy for assistance – a free and confidential service promoting the rights of people receiving aged care services – on 1800 700 600, or

· [bookmark: _GoBack]the Aged Care Complaints Commissioner – a free service for anyone to raise a concern about the quality of Australian Government funded aged care services – 
on 1800 550 552 or by visiting agedcarecomplaints.gov.au
If you have any concerns or would like to discuss any of these matters, please contact me on [insert contact details].

Yours sincerely, 
[Name and contact details]
