B2B Customer Service Email Templates
Six B2B customer service email templates, from first response to SLA status, escalation, and account check-ins, that keep business accounts confident and renewing.
First response with account context
When to use: Use this as the first reply to a B2B support request.
Subject
Re: your request, [account name]
Email
Hi [contact name],
Thanks for reaching out. I have your request about [issue] and I am on it.
Here is what happens next:
•  I am reviewing your account and the details now.
•  You will have an update or a resolution by [timeframe].
•  If this is affecting your team's work, tell me the impact and I will prioritize accordingly.
You are a valued account, and I will see this through personally.
Best,
[your name], [company name]
SLA status update
When to use: Use this to update an account while a request is in progress.
Subject
Update on your open request, [account name]
Email
Hi [contact name],
A quick status update so you are never left wondering.
Where things stand:
•  What we have done so far.
•  What is still in progress and why.
•  The next milestone, expected by [timeframe].
We take our commitments to [account name] seriously, and I will keep you posted at each step. If your priorities have shifted, let me know and we will adjust.
Best,
[your name]
Escalate to account manager
When to use: Use this when an issue needs the account manager's ownership.
Subject
Bringing in your account manager
Email
Hi [contact name],
To get this resolved faster, I am looping in your account manager, who owns the relationship with [account name].
Here is what I have shared with them:
•  The full history of [issue], so nothing gets repeated.
•  The impact on your team and the urgency.
•  The next step: [next step].
You will hear from them by [timeframe]. You will not have to start over; they have the complete picture.
Best,
[your name], [company name]
Resolution confirmation
When to use: Use this when the issue is resolved.
Subject
Resolved: [issue]
Email
Hi [contact name],
Good news, [issue] is resolved. Here is what we did and what it means for your team at [account name].
If anything still looks off, the next step is [next step] and I will jump right back in. Otherwise, you are all set.
Thank you for your patience, and thank you for your continued business.
Best,
[your name], [company name]
Apology for a problem
When to use: Use this when something went wrong for the account.
Subject
I am sorry about [issue]
Email
Hi [contact name],
You are right to be frustrated, and I apologize. [issue] fell short of what [account name] should expect from us.
Here is how we are making it right:
•  The immediate fix we are putting in place.
•  The next step for your account: [next step].
•  What we are changing so this does not recur.
Protecting your trust matters more than being right. If this does not fully resolve things, reply and I will keep going.
Best,
[your name], [company name]
Account check-in
When to use: Use this as a periodic, no-issue check-in with an account.
Subject
Checking in on your account
Email
Hi [contact name],
No issue to report, I just wanted to check in on how things are going for [account name].
A few things I would value your take on:
•  Is the solution delivering what you hoped?
•  Is there anything getting in your team's way?
•  Anything on your roadmap where we can help?
Proactive check-ins like this are how we make sure you are getting full value. The next step is [next step] if you would like to talk.
Best,
[your name]
Free template from sem.chat  ·  https://sem.chat/templates/b2b-customer-service-email-templates
