Stage 1 Complaint – Outcome templates
Upheld – amend content in square brackets […..]

Dear [Name],

Thank you for raising your concerns with us. I’m writing to confirm that your complaint has been upheld.

After looking carefully into what happened, it’s clear that we didn’t get things right for you. I’m genuinely sorry for the impact this had and for the frustration it caused.

Our review showed that [explain what went wrong in a clear, human way], and we recognise that your experience didn’t reflect the standard you should always be able to rely on.

To put things right, we’ll be [explain the actions or remedy], and we’ll also take this as an opportunity to learn and make improvements.

Thank you again for bringing this to our attention. Your feedback helps us understand where we can do better to improve our services.

Kind regards,


Not Upheld – amend content in square brackets […..]

Dear [Name],

Thank you for raising your concerns with us. I’m writing to confirm that your complaint has not been upheld.

I want you to know that we took time to look carefully at everything you shared. After reviewing the information available, we found that [explain the findings in a clear, calm way].

Based on this, the actions taken at the time were appropriate and in line with our processes. I appreciate that this may not be the outcome you were hoping for, but I’m grateful that you gave us the opportunity to review what happened.

Thank you again for getting in touch. Your feedback is important, and it helps us continue improving our services.

Kind regards,

