Customer Service Response Templates

Customers often get frustrated from generic, automated responses from a company. What they are looking for is a more personalized response. Use these templates to guide you in creating the right response. Adjust them for the different forms of service from email to live-chat.

Customer Complaint Response

Hi [customer name], 

I’m so sorry you had a bad experience with [product, department, service]. I’ve looked into this issue. It seems that [explain as briefly as possible the reason for their bad experience if it is applicable to the situation].

I’ve sent this issue to [the appropriate department/person], our [job tile].

In addition, I’d like to offer a [refund] for any inconvenience. I’ll check in with you in a few days to update you on the status of [issue].

Once again, my sincerest apologies for the inconvenience. Please let me know if I can answer any questions. I’m happy to help!

Best,
[Your name]


Email Response to an Angry Customer

Hi [Customer name],

I am sorry to hear you had such a poor experience with [company] that you no longer want to work with us. 

Customer satisfaction is a number one priority here. I’m deeply sorry it wasn’t shown to you. 

As much as I hate to see you go, I understand you must feel very upset. Again, I apologize for any problems this incident may have caused you. Good luck with [your business, next steps]. I wish you the best.

Let me know if you have any more questions or concerns.

Best,

[Your name]



Welcome New Customer Email Template
 
Hi, [Customer name],
Thank you for [sign-up, subscription, first purchase] with [your company]. I am excited to have you as a part of our family. I am thrilled to help awesome customers like you in any way I can. 
Since you’ve just joined us, I wanted to share [resource, links] with you so you can get the most out of your experience here.
Please spend some time checking out [blog, product pages,] for tutorials, tips and customer stories. And follow us on social media.
I hope you are enjoying [product, service]. If you have any questions, I’m happy to help. We also have a full [FAGs or knowledge base links] you can use to troubleshoot as well. 
If there is anything you need, please don’t hesitate to respond to this email. 
Best,
[your name]


Order/Shipping Status/Where is My Order

Hi [customer name],
Thank you for bringing this to my attention.
It looks like your order [order #] from [date of last order] includes a [pre-order item, out of stock item]. These take longer to ship! 
If you haven’t received the tracking number for the shipment in the next 5 days, please get back to me. I will look into it. 
Thank you for your patience,
[your name]
