Customer Service Email Templates
Six free customer service email templates, from the first reply to resolution, apology, and follow-up, that keep customers calm, informed, and loyal.
First reply acknowledgment
When to use: Use this as the first reply to any support request.
Subject
Re: your message to [company name]
Email
Hi [customer name],
Thanks for reaching out, and sorry for the trouble. I want to make sure I have this right: [issue].
Here is what happens next:
•  I am looking into it now.
•  I will get back to you with an answer or a clear update by [timeframe].
If I misunderstood anything, just reply and set me straight. You are talking to a real person who will see this through.
Best,
[your name], [company name]
Resolution confirmation
When to use: Use this when you have solved the problem, to close the loop clearly.
Subject
Sorted: [issue]
Email
Hi [customer name],
Good news, [issue] is resolved. Here is exactly what I did and what it means for you.
If anything still looks off on your end, the next step is [next step] and I will jump right back in. Otherwise, you should be all set.
Thanks for your patience while we sorted this out, and thank you for being a customer.
Best,
[your name], [company name]
Apology for a problem
When to use: Use this when something went wrong and the customer deserves an apology.
Subject
I am sorry about [issue]
Email
Hi [customer name],
You are right to be frustrated, and I am sorry. [issue] should not have happened, and it is on us, not on you.
Here is how I am making it right:
•  What I am doing to fix the immediate problem.
•  The next step for your account: [next step].
•  What we are changing so this does not repeat.
Thank you for giving us the chance to fix it. If this does not fully resolve things for you, reply and I will keep going.
Best,
[your name], [company name]
Request more information
When to use: Use this when you need more information to resolve the issue.
Subject
One quick thing to sort out [issue]
Email
Hi [customer name],
Thanks for the details so far. To get [issue] fixed quickly, I just need one more thing from you.
Could you send:
•  The specific detail that will let me act, and why it helps.
Once I have that, the next step is [next step] and I can move fast. I would rather ask now than guess and get it wrong.
Best,
[your name], [company name]
Did we solve it follow-up
When to use: Use this a day or two after a resolution, to make sure the customer is happy.
Subject
Did that fix [issue] for you?
Email
Hi [customer name],
I wanted to check in after we resolved [issue]. Is everything working the way you expected now?
If yes, wonderful, and thank you for your patience. If anything is still not right, just reply and the next step is [next step], with me on it personally.
We would rather hear about a lingering issue than have you quietly frustrated.
Best,
[your name], [company name]
Positive close and review ask
When to use: Use this to close a resolved issue warmly and, when it fits, ask for a review.
Subject
Thanks for your patience
Email
Hi [customer name],
Thanks for working through this with me. I am glad we got it sorted, and I hope the experience, bumps aside, left you feeling looked after.
If you have 30 seconds and it felt worth it, a short review really helps our small team: [next step]. And if anything ever comes up again, you know where to find me.
Thanks for being a customer of [company name].
Best,
[your name]
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