Response 
Dear Mr. XXX
Thank you for your letter dated 22nd January 2021 regarding the service you received from our facility, especially through Dr. Smith. I was sorry to hear of your experience and I understand your frustration. I would like to notify you that this is not the kind and level of service that we usually offer to our clients. 
The said Dr. Smith joined our facility on 28th December, 2020 following his graduation just a month before. He is therefore still new to the career and the facility and thus may have not been conversant enough with our procedures and protocol. 
I would like to inform you that the hospital administration has launched a full investigation into the matter and the results of the same, accompanied with the appropriate corrective action to be taken will be communicated to you in due time. 
In the meantime, we would like to offer you free dental services at our facility whenever you find convenience to come for the same. 
On behalf of Medicaid Hospital, I would like to extend my sincere apology for the experience that you had, and assure you that the same will not occur in the future. We pride in providing our clients and patients a safe environment where all their medical needs are met. 
In the event of a similar occurrence, do not hesitate to reach my desk. 
Sincerely, 
Dr. Oswald, 
Hospital Administrator
Reflection 
Dr Smith will be summoned by through official notice and asked to write a comprehensive report on the occurrences of the said day, regarding the patient that sent in the complaint. Thereafter, a full investigation carried out by hospital disciplinary committee together with the administration will be launched regarding the occurrences of the day. If he is found in violation of the terms of service, he will be accorded the appropriate disciplinary action. A full report of the same will be communicated to the patient through an official letter. 
[bookmark: _GoBack]While it is in order to take any complaint against a member of staff seriously, I also acknowledge that some of these complaints are a result of a misunderstanding between the two parties and in some instances it turns out that there was no fault on the side of the employee. It is for this reason that I choose to take a neutral stand on the matter until I am able to hear from both sides and I am able to read the findings of the investigation in full. 
I do not intend to be too stern on the doctor depending on the gravity of his misdemeanor. This is because he is still fairly new having been employed just last month, and this is his first time working as a doctor. However, I have written a response to the patient to let them know that the matter is being looked into. 
