APPENDIX D





Date





Name


Address


Address


Address





Dear,


Policy Number: (Insert No.)  - (Insert Name)





With reference to my/our letter of (insert date) and our subsequent telephone discussion (insert details i.e. yesterday/ date/etc), we have unfortunately been unable to resolve your complaint within 45 days from receipt.  As mentioned during our telephone discussion, this delay has been caused by (insert details).





Obviously we are continuing to complete our investigations and provide a proper response to your complaint, and your continued support in this regard is appreciated.





However, as mentioned to you during our telephone discussion, and in previous correspondence, if you are dissatisfied with our efforts you may contact one of the external dispute resolution bodies available.  Details were included in our letter of (insert date).





Yours sincerely,








(Insert Name)


Complaints Officer





