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Adjustment



	From:
	e-mail address

	To:
	e-mail address

	CC:
	e-mail address

	Sent:
	date

	Attachments:
	attachments

	Subject:
	Servicing of product

	Dear name
Thank you very much for your e-mail drawing the shortcomings of our service to my attention. I am very grateful to you for doing so as our customers’ satisfaction with our after-sales service is of the utmost importance for our company’s success. Please accept my sincere apologies for the inconvenience you have been caused.
I got in touch with name at once and spoke to him personally. He will come to your plant at about time tomorrow morning in order to sign the test certificate required for the inspection authority.
I must say I was very surprised to hear of your problems with name as he is one of our most reliable and efficient service engineers with a lot of experience in his line. It turned out that in the last few days he has been suffering from a temperature and a severe cold. As he did not want to let you down he went to your company even though he was feeling very unwell, which may explain why his services were not up to standard.
I have looked into your complaint about the other delays as well and was given plausible reasons by my staff for the two instances when our service engineers had to postpone their visits to your company at short notice. Servicing operations sometimes take longer than anticipated when unforeseen technical problems turn up, which may make delays and postponements inevitable. I am convinced you will understand that circumstances beyond our control occasionally make it impossible for our service engineers to be as punctual as we would like them to be. However, I will do my best to ensure that in future our service engineers will always arrive on the day agreed upon.

Once again I would like to stress how sorry I am that you should have had cause for complaint. I hope this unfortunate incident will not impair our cordial business relations.

Best regards

name
title
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