[Company Name]
[Address, CITY, STATE, Zip]
[Contact]
[Email]
To
[Recipient Name]
Dear Johnson,
I received your grievance email yesterday. I felt sorry for the disappointment which was caused due to the mistake of one of our customer care representatives, Mr. Brad Hooke. It was revealed to me later that he attached a wrong file with an email and sent you straight away without checking it further. I want to mention here that we function on the inflexible schedule here in the office in order to make sure that such negligence wouldn’t happen on a regular basis. I hereby seek the apology on behalf of my company for this act of negligence and take full responsibility for the incident.
[bookmark: _GoBack]At the moment, we are investigating the matter carefully to find the hidden facts behind this mistake because we know the importance of those documents which you asked us to send immediately. Customer satisfaction means a lot to us and we don’t compromise in this area. We try our best to cater to your needs and demands in the best possible way.
Being the manager of the company branch, I hereby promise you that this matter will be looked deeply and that such a mistake would not be repeated in the future. Please give us a chance to settle the things in the right way. At the same time, I hope you will continue doing business with us and this incident will not affect our good relation.
Yours truly,
XYZ
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