Decision Letter (Stage 1) [delete and insert company logo]

[Insert date]

[Insert addressee]
[Insert address]


Dear [insert name],

	Policy:
	

	Insured:
	

	Policy Number:
	

	Policy Period:
	

	Claim Number:
	



We are writing further to our recent correspondence regarding your complaint.

Background

[Insert brief summary of facts] 

Your position

I understand your position to be that [insert brief summary of complainant’s position. Try to summarise within one-two sentences. If multiple issues, consider numbering points]

Review

As part of my review, I have considered the relevant policy documentation, the circumstances of the case and any other relevant information. Accordingly, my review is to establish whether, on the balance of probabilities, [insert specific issue(s) in dispute – eg “you are entitled to cover for your lost luggage under your travel policy” or “the settlement amount offered to you by the claims team and whether this should be increased to $X”. If multiple issues, consider numbering them and addressing in the same way, eg:
1. “Whether the damage caused by water entering your home was due to an event covered by the policy; and
2. If so, whether the damage is excluded from cover due to the general exclusions in relation to wear, tear, deterioration and faulty design and workmanship”].

[Introduce and insert relevant policy sections, providing a narrative/explanation as necessary, discuss the evidence and refer to any expert or witness evidence. This analysis/discussion informs the decision. Use sub-headings, as appropriate]
Decision

Having considered all of the above, [insert decision and provide brief summary of the reasons].

Further review

If you are dissatisfied with this Stage One complaint decision, you can contact:

Lloyd’s Underwriters’ General Representative in New Zealand
Mr Simon Wilson
c/o Hazelton Law
PO Box 5639
Wellington 6145
New Zealand
Email: IDRNewZealand@lloyds.com
Telephone: +64 4 472 7670

I include a copy of Lloyd’s IDR brochure “What to do if you have a complaint”, which sets out our complaints procedure and provides you with information about Stage Two of the IDR process. 

If you have any queries, please feel free to contact me.

Yours sincerely,




[Name and Contact Details of Person Reviewing Complaint]
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