Complaint Acknowledgement (Stage 1) [delete and insert company logo]

[Insert date]

[Insert addressee]
[Insert address]


Dear [insert name],

	Policy:
	

	Insured:
	

	Policy Number:
	

	Policy Period:
	

	Claim Number:
	



I am writing to acknowledge your complaint, which you made on [insert date].

I am sorry that you feel you have cause for complaint and thank you for making us aware of this issue.  

Your policy is underwritten at Lloyd’s and we follow the internal dispute resolution (IDR) process for responding to complaints, which has been put in place by Lloyd’s. 

[bookmark: _Hlk113290946]I attach 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 what to expect. 

What happens next?

I have now commenced reviewing your complaint and will be in touch as soon as possible with an outcome. 

In most cases, you will receive a written response within 10 business days of receipt, provided we have received all necessary information and have completed any investigation required. If our review takes more than 10 business days, we will provide you with regular updates. Our decision letter will also include information about how you can seek further review, should you not be satisfied with the outcome.

Thank you again and, should you have any queries or wish to provide any additional information, please do not hesitate to contact me. 

Yours sincerely,


[bookmark: _Hlk61882750]
[bookmark: _Hlk61873766][Name and Contact Details of Person Reviewing Complaint]
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