
C L A I M  A N D  A D J U S T M E N T  M E S S A G E S

Part A: Claim Letters

1. Researchers estimate that every time a customer is dissatisfied or feels wronged, how many people
will hear about it either directly or indirectly?

2. What is a claim letter?

3. There are six general guidelines for claim letters. 

a. Send the letter when?

b. To whom do you write your claim letter?

c. What do you ask for in your claim letter?

d. What do you assume about the problem?

e. What should be presented clearly and honestly?

v. What do you keep a copy of?

4. A routine claim letter uses what approach?

What information goes in each paragraph?

Paragraph 1

Paragraph 2

Paragraph 3

5. A persuasive claim letter uses what approach?

What information goes in each paragraph?

Paragraph 1

Paragraph 2

Paragraph 3
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125

A letter expressing dissatisfaction; it asks for an adjustment to a problem

Promptly

To the responsible person or to the customer relations department

The adjustment you think you deserve

That it was unintentional

All facts and details

The letter and all enclosures

Direct

Ask for a specific adjustment

Explain what is wrong

Give identifying information

Give identifying information

Explain what is wrong

Ask for a specific adjustment

Indirect
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Part B: Adjustment Letters

1. What is an adjustment letter?

2. When responding to a claim letter, what three choices do you have?

a.

b.

c.

3. When granting an adjustment, what approach do you use?

What information goes in each paragraph?

Paragraph 1

Paragraph 2

Paragraph 3

4. When denying an adjustment, what approach do you use?

What information goes in each paragraph?

Paragraph 1

Paragraph 2

Paragraph 3

Paragraph 4

5. When compromising on an adjustment, what approach do you use?

What information goes in each paragraph?

Paragraph 1

Paragraph 2

Paragraph 3

Paragraph 4

Paragraph 5

6. When something has gone wrong, why should you not promise your reader that “this will never
happen again”?
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A response to a claim

Grant the adjustment requested

Refuse the adjustment

Offer a compromise

Give the good news

Give an explanation and a thank-you

Resell the product or the service and/or resell your organization

Start with a buffer—never with the bad news

Give an explanation

Say no to the adjustment

Close with a buffer

Start with a buffer—never with the bad news

Give an explanation

Say no to the adjustment

Offer a counterproposal or compromise

Close with a buffer

Direct

No one can promise that a mistake or problem won’t be repeated

Indirect

Indirect
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