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Sample apology letter 

De a r Mr Bla c k 

It is w ith sinc e re  d isa p p o intme nt tha t we  re c e ive d  

info rma tio n a b o ut a n inc id e nt tha t o c c urre d  a t o ur 

White sid e  b ra nc h o ffic e  o n 30 July 2006.  

We  ha ve  b e e n info rme d  tha t yo u we re  g ive n inc o rre c t 

a d vic e  a b o ut yo ur p o sitio n o n the  p ub lic  ho using  

wa iting  list, whic h re sulte d  in yo u unne c e ssa rily re ne wing  

yo ur p riva te  re sid e ntia l te na nc y c o ntra c t fo r a  furthe r six 

mo nths, whic h yo u c a nno t no w q uit.  

The  sta ff me mb e rs o n d uty o n the  c o unte r tha t d a y 

ha ve  b e e n q ue stio ne d . A sta ff me mb e r re c a lle d  se rving  

yo u a nd  c o nfirme d  yo ur a c c o unt o f e ve nts. She  wa s no t 

a wa re  tha t the  info rma tio n she  g a ve  yo u wa s inc o rre c t 

a nd  is sinc e re ly so rry fo r ha ving  ma d e  the  mista ke .  

The  sta ff me mb e r c o nc e rne d  is ne w to  o ur a g e nc y, 

ho we ve r he r ig no ra nc e  o f the  re le va nt p o lic y is 

una c c e p ta b le . As b ra nc h ma na g e r, I a c c e p t full 

re sp o nsib ility fo r this d e fic ie nc y in sta ff tra ining  a nd  ha ve  

ta ke n ste p s to  e nsure  tha t the  sta ff me mb e r und e rta ke s 

the  re q uire d  tra ining  mo d ule  b e fo re  she  is ro ste re d  o n 

the  re c e p tio n c o unte r a g a in.   

In a d d itio n to  this a c tio n, yo u c a n b e  a ssure d  tha t ste p s 

ha ve  b e e n p ut in p la c e  to  e nsure  tha t re c e p tio n 

c o unte r sta ff a re  p ro mp te d  to  re fe r to  the  Pro c e d ure  

Ma nua l b e fo re  p ro vid ing  a d vic e  to  c lie nts re g a rd ing  

the ir p o sitio n o n the  ho using  wa iting  list. 

As o ur ro le  is to  p ro vid e  a n e ffic ie nt a nd  e ffe c tive  

se rvic e  to  o ur c lie nts, we  a p o lo g ise  fo r the  

inc o nve nie nc e  a nd  fina nc ia l lo ss this inc id e nt ha s ha d  

o n yo u a nd  yo ur fa mily. I c o nfirm the  ve rb a l a d vic e  

g ive n to  yo u tha t if yo u va c a te  yo ur p re se nt 

a c c o mmo d a tio n b e fo re  e xp iry o f the  le a se  a nd  yo u 

inc ur a  lia b ility to  yo ur la nd lo rd , we  will p a y the  lia b ility. 

I wo uld  like  to  tha nk yo u fo r b ring ing  this ma tte r to  o ur 

a tte ntio n, to  e na b le  us to  imp ro ve  o ur p ro c e sse s. Ple a se  

d o  no t he sita te  to  c o nta c t me  if yo u ha ve  a ny q ue rie s 

o r if I c a n b e  o f a ny a ssista nc e  to  yo u. 

Yo urs sinc e re ly 

 

Lind a  Bro wn 

O ffic e  Ma na g e r 

White sid e  Bra nc h 

De p a rtme nt o f Ho using  

 

 

The need to improve communication 

 In the  e xp e rie nc e  o f the  O mb ud sma n’ s O ffic e , ma ny 

c o mp la ints a g a inst a g e nc ie s a rise  fro m p o o r 

c o mmunic a tio n b e twe e n a g e nc y sta ff a nd  the ir c lie nts. 

Unfo rtuna te ly, this p ro b le m is o fte n c o mp o und e d  if the  

a g e nc y inve stig a te s the  c o mp la int b e c a use  it re p e a ts 

the  sa me  mista ke s whe n c o mmunic a ting  the  find ing s to  

the  c o mp la ina nt. 

Whe n a d vising  a  c o mp la ina nt o f the  o utc o me  o f a n 

inve stig a tio n into  the ir c o mp la int, whe the r in writing  o r 

ve rb a lly, use  the  fo llo wing  tip s to  a vo id  the se  p itfa lls. 

Do… 

• p ro vid e  a  full e xp la na tio n o f the  re a so ns fo r yo ur 

c o nc lusio ns so  tha t the  c o mp la ina nt c a n und e rsta nd  

ho w yo u re a c he d  tho se  c o nc lusio ns 

• d e p e rso na lise  e xp la na tio ns b y a vo id ing  fo c using  o r 

c o mme nting  o n the  c o mp la ina nt’ s o wn b e ha vio ur, 

whic h ma y ha ve  c o ntrib ute d  to  the  p ro b le m  

• ma ke  it c le a r tha t the  c o mp la ina nt is a  va lue d  

c usto me r  

• a c kno wle d g e  the  va lid ity o f the  c o mp la ina nt’ s 

vie wp o int a nd  ma ke  it c le a r tha t the ir vie ws a re  

va lue d  – this is a c hie ve d  b y a c c ura te ly re p o rting  the  

e sse nc e  o f wha t yo u und e rsta nd  the  c o mp la int to  

b e  a b o ut 

• e xp re ss yo ur d isa g re e me nt with the  c o mp la ina nt’ s 

p e rc e p tio n in ne utra l la ng ua g e , suc h a s, “ Yo ur 

c o nc lusio n is no t sup p o rte d  b y the  fa c ts…” , o r 

“ Altho ug h yo ur p e rc e p tio n ha s g o o d  g ro und s, a  

furthe r e xa mina tio n o f a ll the  issue s re ve a ls tha t…” 

• a c kno wle d g e  the  c o mp la ina nt’ s fe e ling s b y a n 

e xp re ssio n suc h a s, “ I und e rsta nd  yo u ma y b e  

d isa p p o inte d  b y this re sult” 

• a d vise  the  c o mp la ina nt o f a ny e xte rna l re vie w 

me c ha nism a va ila b le  (this will usua lly inc lud e  the  

O mb ud sma n).  

Do not… 

• use  wo rd s a nd  p hra se s tha t “ b la me ”  the  

c o mp la ina nt o r a re  like ly to  a ng e r o r a nno y the  

c o mp la ina nt, suc h a s, “ Yo ur o wn a c tio ns we re  the  

c a use  o f the  p ro b le m yo u ha ve  e xp e rie nc e d ” , o r 

“ Yo ur c o mp la int is unjustifie d  /  trivia l /   ve xa tio us” 

• simp ly a d vise  the  c o mp la ina nt o f the  o utc o me  o f 

yo ur inve stig a tio n witho ut g iving  a ny e xp la na tio n 

• ig no re  the  c o mp la ina nt’ s a rg ume nt o r p o int o f vie w 

whe n e xp la ining  ho w yo u re a c he d  yo ur c o nc lusio ns. 

 

 

Pro mo ting  hig h standards o f administrative  prac tic e  and de c isio n-making  in No rthe rn Te rrito ry pub lic  se c to r ag e nc ie s fo r the  be ne fit o f the  c o mmunity. 



 

Sample letter communicating adverse findings 

De a r Ms C le me nts 

I w rite  in re sp o nse  to  yo ur le tte r to  the  Shire  Pre sid e nt 

re g a rd ing  the  Lo c a l Ra te  le vie d  o n yo ur p ro p e rty a t Lo t 1559 

Size d a le Ro a d  fo r the  p urp o se s o f se a ling  We d d e ll Ro a d . 

I und e rsta nd  fro m yo ur le tte r a nd  fro m o ur re c e nt 

c o nve rsa tio n a t the  Shire  o ffic e  tha t yo ur p rima ry o b je c tio ns to  

p a ying  the  le vy we re  tha t: 

• the  le ng th o f yo ur p ro p e rty’ s b o und a ry whic h is a d ja c e nt 

to  We d d e ll Ro a d  is ve ry sho rt 

• yo u d o  no t ha ve  a n a c c e ss ro ute  to  We d d e ll Ro a d  a s 

yo ur d rive wa y fro nts o nto  Size d a le  Ro a d  a t the  o the r e nd  

o f yo ur p ro p e rty.  

Yo ur le tte r se e king  a  wa ive r o f the  Lo c a l Ra te  wa s p re se nte d  

a t the  la st C o unc il me e ting . I re g re t to  a d vise  tha t C o unc il d id  

no t a g re e  to  yo ur re q ue st, fo r the  fo llo wing  re a so ns. 

The  C o unc il p o lic y to  c ha rg e  a  Lo c a l Ra te  to  la nd o wne rs who  

ha ve  a  c o mmo n b o und a ry to  the  ro a d  b e ing  se a le d  is no t 

d e p e nd e nt o n the  le ng th o f the  b o und a ry a d ja c e nt to  the  

ro a d . This ha s b e e n a  lo ng -sta nd ing  p o lic y whic h ha s b e e n 

c o nsiste ntly a p p lie d  to  a ll la nd o wne rs in the  Shire . The  p o we r 

to  use  its d isc re tio n to  a p p ly a  fla t ra te  le vy d e rive s fro m the  

Lo c a l G o ve rnme nt Ac t .  

A Lo c a l Ra te  le vy to  d e fra y the  c o sts o f se a ling  a  ro a d  is 

a p p lie d  to  a ll ra te p a ye rs who se  p ro p e rtie s a b o ut the  ro a d  to  

b e  se a le d . Und e r se c tio n 69 o f the  Lo c a l G o ve rnme nt Ac t , 

c o unc ils ma y le vy a  Lo c a l Ra te  to  d e fra y the  e xp e nse  o f 

c a rrying  o ut c e rta in func tio ns whic h a re  o f sp e c ia l b e ne fit to  

tho se  ra te p a ye rs.  

C o unc il a c kno wle d g e d  yo ur a rg ume nt tha t yo u d o  no t no w  

p e rso na lly b e ne fit fro m the  se a ling  o f We d d e ll Ro a d  a nd  in 

this re sp e c t yo ur o b je c tio n to  the  le vy is und e rsta nd a b le .  

Ho we ve r, C o unc il b e lie ve s tha t se a ling  o f Shire  ro a d s ha s a  

numb e r o f d ire c t a nd  ind ire c t b e ne fits to  la nd o wne rs 

a d ja c e nt to  the  ro a d . 

  

 

The se  b e ne fits inc lud e : 

• imp ro ve d  flo we ring  o f ma ng o  o rc ha rd s d ue  to  the  re d uc tio n o f 

d ust in the  a tmo sp he re  

• imp ro ve d  la nd  va lue s o f p ro p e rtie s d ue  to  se a ling  o f a d jo ining  

ro a d s 

• imp ro ve d  he a lth o f p e o p le  sub je c t to  re sp ira to ry p ro b le ms, 

a g a in d ue  to  the  re d uc tio n o f d ust in the  a tmo sp he re  

• a c c e ss to  a  ro a d  with imp ro ve d  a c c e ssib ility a nd  a me nity.  

In d e c id ing  whe the r to  le vy a  Lo c a l Ra te  in o rd e r to  c a rry o ut 

imp ro ve me nts in the  Shire , C o unc il c a re fully c o nsid e rs whe the r the re  

will b e  g e ne ra l b e ne fits to  the  ra te p a ye rs c o nc e rne d . As p a rt o f this 

p ro c e ss it c o nsults with lo c a l ra te p a ye rs, usua lly b y c o nd uc ting  a  p o ll 

o f lo c a l ra te p a ye rs, a s o c c urre d  in this insta nc e . A ma jo rity o f 

ra te p a ye rs o n We d d e ll Ro a d vo te d  to  se a l the  ro a d  a nd  p a y the  

le vy a c c o rd ing ly.  

Unfo rtuna te ly it is no t p ra c tic a b le  to  d e te rmine  the  e xte nt to  whic h 

e a c h ind ivid ua l ra te p a ye r b e ne fits. A b e ne fit ma y no t b e  re a lise d  fo r 

ma ny ye a rs; fo r e xa mp le , a n inc re a se  in the  va lue  o f the  p ro p e rty 

ma y o nly b e  re a lise d  o n sa le . As yo u c a n a p p re c ia te , c ha rg ing  e a ch 

ra te p a ye r a  d iffe re nt a mo unt c o uld  a lso  g ive  rise  to  d isp ute s. 

C o unc il c o nsid e rs tha t its p o lic y o f c ha rg ing  a  fla t ra te  to  a ll 

ra te p a ye rs who se  p ro p e rtie s a re  a d ja c e nt to  the  ro a d  b e ing  se a le d  

is a  re a so na b le  c o mp ro mise  in the  c irc umsta nc e s. The  re le va nt 

le g isla tio n re c o g nise s tha t. 

While  it is re c o g nise d  tha t yo u ma y re ma in d issa tisfie d  with this 

d e c isio n, I trust yo u c a n und e rsta nd  why C o unc il wa s una b le  to  

a c c e d e  to  yo ur re q ue st. I a m ha p p y to  d isc uss this ma tte r furthe r if 

yo u b e lie ve  tha t a ny sig nific a nt issue s ha ve  b e e n o ve rlo o ke d . 

If yo u wish to  ta ke  this ma tte r furthe r, yo u ha ve  the  o p tio n to  lo d g e  a  

c o mp la int with the  No rthe rn Te rrito ry O mb ud sma n.   

I wo uld  like  to  ta ke  this o p p o rtunity to  tha nk yo u fo r b ring ing  this 

ma tte r to  the  a tte ntio n o f the  Ple a sa nt Shire  C o unc il, a s it p ro vid e d  

C o unc il with a n o p p o rtunity to  re vie w its p o lic y.  

Yo urs sinc e re ly 

 

Pe te r Trip wo rth 

Shire  Ma na g e r 

What not to say! 

De a r Ms C le me nts 

I re fe r to  yo ur c o mp la int a b o ut the  Lo c a l Ra te  le vie d  o n yo ur p ro p e rty a t Lo t 1559 Size d a le  Ro a d .  

No twithsta nd ing  yo ur una c c e p ta b ly a g g re ssive  b e ha vio ur whe n yo u a tte nd e d  the  Shire  o ffic e  to  c o mp la in a b o ut this ma tte r, yo ur 

c o mp la int wa s p ut to  C o unc il a t its la st me e ting  fo r c o nsid e ra tio n. 

I a d vise  tha t C o unc il’ s o rig ina l d e c isio n to  le vy this ra te  sta nd s. This d e c isio n wa s ma d e  p ursua nt to  se c tio n 69 o f the  Lo c a l G o ve rnme nt 

Ac t. Ac c o rd ing ly, yo u a re  re q uire d  to  p a y the  a mo unt o f $2,000 fo rthwith, to  a vo id  le g a l a c tio n b e ing  ta ke n b y C o unc il. 

Yo urs sinc e re ly 

 

Pe te r Trip wo rth 

Shire  Ma na g e r 
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