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Dear …

Thank you for your complaint which I received on 23 February 2020, and for discussing your concerns with me.
As you are aware, I have investigated your complaint about … 
[Refer to the issues identified by the complainant, and what they believed went wrong. For example, ‘our decision not to waive your waste collection charge’.] 
My investigation involved … 
[Describe what steps were taken as part of the investigation. For example, ‘considering the Council’s policies, reviewing our service arrangements and the outcome you are wanting, bearing in mind the broader impact on our service and the community as a whole.’]
As a result of my investigation, I have decided that … 
[Explain what your conclusions are, and support them with reasons and evidence. If the Council is taking remedial action, explain what it is and how it addressed the issue. For example, ‘I have found that we did not consider your personal circumstances, and we should have given you extra time to pay the registration fee for your cats when you requested a payment extension before the due date. 
We have reminded staff to be more flexible in answering similar requests in the future, and we have updated our policies to support this approach. Nonetheless, I am sorry you did not have a positive experience in this instance, and hope that the changes we have made give you some confidence that we are trying to improve our services.’] 
If you are dissatisfied with the outcome of your complaint, you can request an internal review of the handling of your complaint by … 
[Explain what the complainant needs to do to request an internal review. For example, ‘writing to review@CouncilEmail, and outlining how you believe the decision was wrong’.]
You may also have an option to seek a review of your complaint by contacting … 
[Explain how a person can request an internal review. If you are providing an outcome to an internal review, include information about external review options available, including details of the relevant oversight/review body. For example ‘... the Victorian Ombudsman, which can deal with complaints about actions and decisions of Councils and other Victorian public bodies’.]
If you would like to discuss your complaint further, you are welcome to contact me by calling … or emailing ….

Yours sincerely
[Name of responsible officer and title]
…
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