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Customer 
service email 
templates
Use these 30 customer service 
email templates along with customer 
support software to speed up your 
email workflows, save time, and 
increase efficiency at scale.
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New point of contact introduction

Customer service follow-up response (complete)
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Unreasonable or angry customer response
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CUSTO M E R  S E RVI C E

Introductory 
emails



New customer 
onboarding 
message

I NTRO D U CTO RY  E MAI LS

Hi [CUSTOMER NAME],

We’re excited to welcome you to [COMPANY/PRODUCT]!

We know you have many options when it comes to [SERVICE], and we are so grateful that 
you chose us—thank you! Customer satisfaction is our number one priority, and it’s our goal 
to make sure that you get the most out of [PRODUCT].

First things first: Please follow the links below to get started creating and customizing your 
account, as well as to read up on some news and resources about [COMPANY/PRODUCT] 
via our help center and blog:

• [LINK]
• [LINK]

Thank you, and we’re looking forward to getting started! Please let us know if any 
questions come to mind while you’re setting up your account.

Cheers!

[YOUR NAME]



Team 
transition 
notification

I NTRO D U CTO RY  E MAI LS

Hi [CUSTOMER NAME],

I wanted to reach out to let you know that I will be leaving [COMPANY], effective [DATE].

After [NUMBER] fulfilling years here, and [NUMBER] wonderful years working directly 
with you,  I wanted to let you know that I’ll be moving on from my role at [COMPANY]. I’m 
grateful to have this new opportunity, and I’ll hold onto great memories of working with you 
as I move into my new role.

Replacing me as your [ROLE] will be [TEAMMATE NAME]. [HE/SHE/THEY] have been 
a [ROLE] with [COMPANY] for [NUMBER] years, and they’re a star player who will be 
instrumental in helping you to reach new heights with [PRODUCT/COMPANY]. [TEAMMATE 
NAME] will be reaching out to you in the coming days with an introduction so you can get 
acquainted.

Thank you for your time and your business over these last [NUMBER] years. I wish you all 
the best in the future!

Thanks and farewell,

[YOUR NAME]



New point 
of contact 
introduction

I NTRO D U CTO RY  E MAI LS

Hi [CUSTOMER NAME],

My name is [YOUR NAME] and I’m thrilled to be your new [ROLE] at [COMPANY]. I followed 
closely along with [TEAMMATE NAME] before they left, and they helped get me up to 
speed—and they had many wonderful things to say about you!

Going forward, I will be able to help guide you through all things regarding [PRODUCT/
COMPANY]. Should you ever have a question, encounter a problem, consider an upgrade, 
or even if you’d like to pass along feedback, I can field all of those requests. 

Do you have availability next week to chat?

I noted a few dates and times below that I’m available—please let me know if any of these 
work for you for a quick introduction, or if you’d like more date and time options.

I’m looking forward to meeting you!

Cheers,

[YOUR NAME]



CUSTO M E R  S E RVI C E

Acknowledgment 
or response 
emails



Receipt 
acknowledgment

AC KN OWLE DG M E NT  O R  R ES PO N S E  E MAI LS

Hi [CUSTOMER NAME],

Thanks for the message! We received your request and it is being reviewed by 
our support team.

If you’d like to add any additional comments, please respond to this email.

Thank you,

[YOUR NAME]



Customer service 
follow-up response 
(incomplete)

AC KN OWLE DG M E NT  O R  R ES PO N S E  E MAI LS

Hi [CUSTOMER NAME],

We’re just wondering if you had a chance to review the latest update we sent 
about your support request. We’ll need a bit more information from you before 
we can proceed with addressing this issue.

If you can provide an update or need more time, just reply to this email.

If we don’t hear from you by [DATE], we’ll consider it resolved.

Thanks!

[YOUR NAME]



Customer service 
follow-up response 
(complete)

AC KN OWLE DG M E NT  O R  R ES PO N S E  E MAI LS

Hi [CUSTOMER NAME],

Thank you for reaching out about [ISSUE].

I’m following up to make sure that we resolved this issue. Is [ISSUE] functioning 
properly for you now? Have any further issues developed?

If anything is still bugging you about this issue, please let me know right away so 
we can implement a solution. If everything’s fine, that’s great! I’d love to know so I 
can mark the issue resolved.

Thanks again!

[YOUR NAME]



Review or 
feedback 
response

AC KN OWLE DG M E NT  O R  R ES PO N S E  E MAI LS

Hi [CUSTOMER NAME],

Thank you so much for choosing [COMPANY]. It’s been a pleasure working with 
you and helping you integrate [PRODUCT] into your business.

I’m very grateful that you chose to give your feedback on [PRODUCT] —it means 
a lot that you would take the time to share your thoughts with my team.

I’ll be sure to update you of any developments on how we are able to implement 
this feedback in the future. It’s sure to be very helpful!

Thanks again, and please let me know if anything else comes to mind in the 
future.

Cheers,

[YOUR NAME]



Out-of-policy 
request response

AC KN OWLE DG M E NT  O R  R ES PO N S E  E MAI LS

Hi [CUSTOMER NAME],

Thank you for reaching out about [REQUEST]! Unfortunately, because of 
[POLICY], we aren’t able to make that happen for you, but I’d like to offer an 
alternative.

Instead of [REQUEST], I’d be more than happy to [ALTERNATIVE] for you.

You’re a loyal customer, and your satisfaction is of the utmost importance. I’d 
love to know your thoughts on [ALTERNATIVE] and how we can better serve your 
needs in future instances like this.

Let me know if this sounds good to you, and please feel free to follow up with 
any questions or concerns.

Thank you,

[YOUR NAME]



CUSTO M E R  S E RVI C E

Informational 
or notification 
emails



FAQ highlight 
message

I N FO R MATI O NAL  O R  N OTI FI CATI O N  E MAI LS

Hi [CUSTOMER NAME],

Thanks for asking! Hopefully the following answers your question:

[FAQ EXPLANATION]

If there’s any confusion after reading the above, or if you have additional questions or 
comments, let me know! I’m happy to help.

Thank you,

[YOUR NAME]



Redirection 
to a different 
department 
notification

I N FO R MATI O NAL  O R  N OTI FI CATI O N  E MAI LS

Hi [CUSTOMER NAME],

Thanks for reaching out about [REQUEST]!

I’ve forwarded your request to [DEPARTMENT] and they will be reaching out to you for 
more information. You should be receiving an email from [EMAIL]—if it doesn’t hit your 
inbox by [DATE], kindly let me know so I can follow up with my team.

I appreciate your patience, and as always, let me know if you have any questions.

Thank you,

[YOUR NAME]



Renewal 
reminder

I N FO R MATI O NAL  O R  N OTI FI CATI O N  E MAI LS

Hi [CUSTOMER NAME],

It’s been wonderful partnering with you since you first subscribed to [PRODUCT] in 
[MONTH/YEAR]. I’m letting you know that your annual renewal is quickly approaching on 
[DATE].

There’s no action needed from you if you’re happy with your service—we’ll automatically 
renew your subscription on [DATE] with the card you have on file in your account here 
[LINK TO ACCOUNT].

If you’re experiencing any issues with [PRODUCT], please let me know—I’d be happy to 
troubleshoot those issues with you. Your choice to do business with [COMPANY] means 
the world to us, and your satisfaction is our number one priority.

This is just a courtesy reminder, and there’s no action needed right now. I’ll send a few 
quick reminders between now and [DATE] when your renewal date nears.

Thanks!

[YOUR NAME]



Price increase 
notification

I N FO R MATI O NAL  O R  N OTI FI CATI O N  E MAI LS

Hi [CUSTOMER NAME],

I’m reaching out to let you know that, effective [DATE], the price of [PRODUCT/SERVICE] will 
increase from [OLD PRICE] to [NEW PRICE]. This is primarily due to [REASON] and [REASON].

Note: All purchases made before [DATE] will be honored at the previously agreed upon price.

We appreciate your understanding, and we look forward to continuing to provide you with 
top-notch customer service from [COMPANY].

We always welcome your questions, comments, and concerns as a valued customer. We 
appreciate your understanding, and we look forward to continuing to provide you with top-
notch customer service from [COMPANY]. We’re very grateful for your business and your time!

Thank you,

[YOUR NAME]



CUSTO M E R  S E RVI C E

Thank-you 
emails



Thank-you 
for your 
business note

THAN K-YO U  E MAI LS

Hi [CUSTOMER NAME],

Thank you for giving [COMPANY] the chance to help you achieve [GOAL]. We’re so excited 
to have you as a customer, and we look forward to what comes next!

We appreciate your business, and we can’t wait to tackle the future together.

Best wishes,

[YOUR NAME]



Referral 
thank-you 
note

THAN K-YO U  E MAI LS

Hi [CUSTOMER NAME],

I’m reaching out to thank you for referring [NAME] to me. Your time is very valuable, and it 
means a lot that you took the time to recommend me as a trusted partner.

I’m grateful to have your business and I can’t wait to see what great things we do 
together next.

Best wishes,

[YOUR NAME]



Renewal 
thank-you 
note

THAN K-YO U  E MAI LS

Hi [CUSTOMER NAME],

I’m reaching out to confirm that your account has been renewed—thank you so much! 
This renewal takes effect [DATE] and lasts through [DATE].

I’m honored that you chose to continue your business with me, and I’m excited to see 
what we’re able to accomplish next.

Looking forward to continuing our partnership,

[YOUR NAME]



CUSTO M E R  S E RVI C E

Offer 
emails



Free trial 
offer

O FFE R  E MAI LS

Hi [PROSPECT NAME],

I noticed that you checked out [PRODUCT] on our website [LINK TO PRODUCT PAGE]. 
Do you have any questions about what [PRODUCT] can do for you and your business?

To let you get your hands dirty and explore answers to questions on your own, I’d like 
to offer you a free trial of [PRODUCT] that lasts for [TIME PERIOD]. During this period, 
you’ll be able to access all of [PRODUCT]’s features, like:

• [FEATURE]
• [FEATURE]
• [FEATURE]

Let me know if there’s a feature you’re most excited about—I’d be happy to go on a 
deep-dive of everything that [PRODUCT] can do regarding [FEATURE].

Would you like to try a [TIME PERIOD] trial of [PRODUCT]? Let me know and I’ll set you 
up ASAP.

Thanks,

[YOUR NAME]



Exchange 
offer

O FFE R  E MAI LS

Hi [CUSTOMER NAME],

Thanks for reaching out about your experience with [PRODUCT]. I wanted to let 
you know that I’ve passed your feedback along to [TEAM], and your words will be 
impactful for future versions of [PRODUCT]!

Please accept this product [LINK TO PRODUCT PAGE] as a replacement for your 
original purchase. I think you’ll enjoy it because [DESCRIPTION]; my personal favorite 
feature about this product is [FEATURE], which [DESCRIPTION].

I apologize for any inconvenience and I’m excited for you to explore [PRODUCT]. If 
you have any feedback about this product, please let me know!

Please respond to this email and I’ll get you set up with [PRODUCT] as your 
replacement. I’ll also send instructions for returning your original purchase.

If there’s anything else I can do for you, please let me know.

Thank you,

[YOUR NAME]



Refund offer

O FFE R  E MAI LS

Hi [CUSTOMER NAME],

I wanted to let you know that we processed your refund for [PRODUCT/SERVICE]. 
You should expect to see [DOLLAR AMOUNT] posted to your account on file within 
[NUMBER] business days.

I understand that [PRODUCT] isn’t able to meet the needs of everyone. I’m happy to 
chat through some alternatives that [COMPANY] offers if you haven’t already found a 
solution that works for you.

I appreciate your time and for checking out [PRODUCT]—I wish you the best and hope 
to connect with you again in the future.

Thank you,

[YOUR NAME]



Discount offer

O FFE R  E MAI LS

Hi [CUSTOMER NAME], 

Thank you for reaching out about [PRODUCT]. According to [POLICY], 
[DESCRIPTION]—which means that I would be pleased to offer you a discount of 
[PERCENT/DOLLAR AMOUNT] on your purchase.

We sincerely appreciate your business and your understanding of [COMPANY]’s 
policies.

To accept your discount, respond to this email and I will follow up with details.

Thanks again,

[YOUR NAME]



CUSTO M E R  S E RVI C E

Apology 
emails



Customer 
apology 
message

APO LOGY  E MAI LS

Hi [CUSTOMER NAME],

Thank you for providing us with this feedback.

We sincerely apologize for the inconvenience [ISSUE] caused you. We know that [ISSUE] 
may have prevented you from gaining the most from [PRODUCT], and we’re sorry that we 
have not lived up to your expectations.

I sent your feedback to [TEAM] and would like to assure you that we’ll make the necessary 
changes to ensure this mistake isn’t repeated again.

We appreciate your understanding, and if there’s anything we can do to help you further, 
please let me know and I’d be more than happy to assist you.

Thank you,

[YOUR NAME]



Complaint or 
poor experience 
response

APO LOGY  E MAI LS

Hi [CUSTOMER NAME],

Thank you so much for reaching out. I am very sorry about [ISSUE]. It never should have 
happened, and it’s completely understandable that you feel frustrated. I’ll forward this 
message to [DEPARTMENT] immediately.

I’d just like you to know that we are making this issue a top priority and laying the 
groundwork to ensure this mistake doesn’t happen again.

I do apologize for any inconvenience this caused. Please reach out with any further 
questions, comments, or concerns in the future so we can quickly address them.

Thank you,

[YOUR NAME]



Unreasonable or 
angry customer 
response

APO LOGY  E MAI LS

Hi [CUSTOMER NAME],

I’m so sorry to hear of your poor experience with [ISSUE]. We understand your frustration, 
and I apologize that we didn’t exemplify our commitment to customer satisfaction to your 
liking.

Many factors are considered when evaluating [ISSUE], and because of this, we aren’t able 
to [ACTION]. I’d like to make this up to you by [ACTION]—how does that sound to you?

If you have any further questions, comments, or concerns, please let me know so I can see 
how we can better serve your needs.

Thank you,
[YOUR NAME]



Broken products 
or interrupted 
services 
notification

APO LOGY  E MAI LS

Hi [CUSTOMER NAME]

Today at [TIME], we flagged an issue that’s interfering with our services. This issue might 
temporarily restrict access to your account. We apologize for any convenience this may 
cause you.

We want to let you know that we’re working to rectify this issue and we aim to have your 
account online by [DATE/TIME]. We’ll let you know as soon as this is the case.

We’ll be conducting a thorough analysis of this issue to make sure it doesn’t happen again.

If you have any questions at all, please reach out to us.

Thanks,

[YOUR NAME/YOUR TEAM]



CUSTO M E R  S E RVI C E

Request 
emails



Upsell 
attempt

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

Hope all is well with you and yours!

I noticed that in our recent call, we didn’t discuss [SUBJECT]—you’d mentioned that 
this metric was important for you, so I wanted to reach out and see if you’d like to chat 
about your [SUBJECT] strategy for the coming fiscal year.

[COMPANY] has a suite of products that I think you’d really find interesting. I’d love to 
tell you a little more about them and how they could help you with [SUBJECT].

Do you have time to talk this week?

Looking forward to hearing from you!

Thanks,

[YOUR NAME]



Return 
business 
request

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

I hope you’ve been well since you decided to end your contract with [COMPANY].

I wanted to follow up with you regarding [ISSUE]—were you able to find a substitute 
that fit your needs?

If not, I would love to earn your business back. [COMPANY] has worked to resolve 
[ISSUE] by:

• [CHANGE/UPDATE]
• [CHANGE/UPDATE]

If you decide to reinstate your account with me, I’d love to offer you a discount of 
[PERCENT/DOLLAR VALUE] on your next purchase.

What do you think?

Best wishes,

[YOUR NAME]



Technical 
support 
message

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

Thanks for reaching out to [DEPARTMENT]. I received your message and I’m more 
than happy to assist you.

First, are you able to share any more context about [ISSUE]? It would be helpful for us 
to know:

• When the issue began
• How often the issue occurs
• Which solutions you’ve tried, if any

I look forward to your response so we can tackle this problem together.

Thank you,

[YOUR NAME]



Review or 
feedback 
request 
message

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

How has your experience with [PRODUCT/SERVICE] been so far? It’s been [TIME 
PERIOD] since you started using it, and I’m curious to know how it’s worked for you.

I’d love to field any feedback or questions about the product—nothing is too small or 
insignificant to be helpful! I’m also happy to pass your feedback along to [TEAM] so 
that they can consider kt for future iterations of [PRODUCT/SERVICE].

If you’d like to share your experience with me and [COMPANY], feel free to do so here 
[LINK REVIEW SITE]. There, you can give honest feedback and rate your service so far 
to help other customers in the future. It’d mean a lot to help me improve!

Thank you for your time,

[YOUR NAME]



Questionnaire 
request

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

Thanks for your business with [COMPANY]! I hope you’re enjoying [PRODUCT/SERVICE].

I’d love to learn more about your experience with our company and our team.

I’ve linked a questionnaire here [LINK] where you can share your honest thoughts and 
feedback with us. It should only take about [NUMBER] minutes for you to fill out, and 
your impact will help us better serve our customers in the future.

Thank you for your time and attention!

Cheers,

[YOUR NAME]



Referral 
request 
message

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

I’m very grateful to have had you as a customer for [TIME PERIOD] and to have helped 
you tackle [ISSUE] with [PRODUCT]. My number one goal is to meet the needs and 
earn the satisfaction of our customers at [COMPANY].

I’m reaching out to ask if you know anyone who you think would benefit from 
[COMPANY]’s offerings as you did. I’ve loved working with you, and I’d be honored to 
connect with anyone else in your network to help them achieve their goals.

Let me know! I’m looking forward to hearing from you.

Best wishes,

[YOUR NAME]



“Keep in touch” 
message

R EQ U EST  E MAI LS

Hi [CUSTOMER NAME],

I’m sorry to see you go. Doing business with you in the past [amount of years they’ve 
been with you] has been great. I’ve learned so much from you and have made several 
updates to our products based on your thorough, thoughtful feedback. I appreciate 
everything you’ve done to make our company the best it can be.

As you set onto a new path, don’t forget about us! I’d love to hear about your 
successes in the future and the exciting growth your company inevitably will have.

Please keep in touch. Good luck with everything!

Cheers,

[YOUR NAME]


