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To: Martha Gomez
Subject: Response To Your Complaint About our Services
Dear Sir/Madam,
Thank you for your email. As an international firm, we take customer satisfaction seriously and we are glad to hear from you. First, I would like to apologize for the frustration we’ve caused you. I want you to be aware that we really appreciate your feedback and the fact that you’ve given us a chance to consider your issue. This will enable us to resolve any issue that occur and assist us to enhance our services. We are proud that you have chosen our firm as your service provider and we would like to take this chance to resolve you issue and earn your continued trust. 
I am sorry that you have not been able to get through our help line. Our help line has been under maintenance for the last few weeks and we chose to use another landline number which uses a different number other than that which is known by majority of our clients. We had posted on our website that we would be using a different help line number other than that which is used and known by majority of our clients. This is because we had received complaints from some of our clients about the inefficiency of the helpline and thus we are still in the process of identifying the most effective way of handling this issue. Additionally, we as well have posters all over the facility informing the clients on the landline that would be used in order to enhance the success and effectiveness of the usual helpline.
 In addition, on the issue of lost suitcase, this would behave been caused by the use of wrong destination code. When you handed over the luggage, the bag check attendant would have accidentally inputted the wrong destination code. Our employees would have as well placed the luggage on the wrong baggage cart which would have resulted to being loaded on the wrong plane. However, we are sorry that we’ve not attended to you issue in an effective and fast way as you expected. 
In order to ensure that you get your bag as possible I would like to request you to file a lost baggage report where you will provide a detailed description about the bag. The agent will file the information into the system and other agents will be notified to be on the lookout in case they identify an unclaimed bag that fits the description that you will provide to us. You bag sits in your airline carrier’s holding area s it awaits to be effectively recognized.  If it is tagged with the identification information, then the employees will effectively determine where the bag wad expected to ho and eventually send it there. This may take up to one three days in order for you to get your bag (Mulvihill, 2011). In order to enhance the effectiveness of luggage handling in the facility is now advocating for the use of luggage tags. Tags with certain QR codes ads in making it easy to identify the exact location of a bag. The facility as well advices the passengers place the itinerary and contact information inside the bag. The firm is as well in the process of adapting the innovative WorldTracer ipad application which can be used to take the passenger’s information begin the process of having the bag delivered to the passengers (Future Travel Experience, 2013). 
After writing the lost baggage report to use kindly contact me directly if your luggage has not arrived within three days. In the meantime, I will do everything I can to locate your bag.
Once more, Martha, I am sincerely sorry for the inconveniences caused.
Best, 
James Johnston
Customer Services Attendant
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