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Thank you for taking the time to share your concerns with us. We value all feedback as an opportunity for reviewing and improving our service. 

We discussed the matters you raised together on  Click or tap to enter a date. From our discussion, I understand the key concerns you raised were: 

1.
2.

I am sorry for the [impact – e.g. distress, inconvenience, etc.] this experience has caused for you. This is not the standard of care we aim to provide [delete if not relevant]. 
Review
Following your letter and our meeting, we have taken time to carefully consider what occurred. This included reviewing relevant information, speaking with those involved, and reflecting on our processes and practice.
Regarding issue 1: Click or tap here to enter text. [summary of what happened and shared understanding]. We acknowledge that this resulted in [impact] and we are sorry for this.
We accept that [what could have been done differently / where service fell short]. 
[Repeat for all issues].
Actions Taken
We are committed to learning from your experience and strengthening our practice. As a result, we are taking the following steps: 
Regarding issue 1: Click or tap here to enter text.
Regarding issue 2: Click or tap here to enter text.
Conclusion
We are committed to improving our services and appreciate you bringing these matters to our attention. 
If you would like to discuss this outcome further, I would welcome the opportunity to meet with you. You are welcome to bring a support person, including an independent advocate  to the meeting. You can contact the Nationwide Health and Disability Advocacy Service on0800 555 050 or advocacy@advocacy.org.nz.
If you have any questions or would like further information, please contact me on [contact details].
If you remain unhappy with this response, you have the right to contact the Health and Disability Commissioner (0800 11 22 33). 
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