Refund Email Templates
Six free refund email templates for every situation, from approved and partial refunds to denials, delays, and retention saves.
Refund approved
When to use: Use this once a refund is approved, to confirm the amount, method, and timing.
Subject
Your refund for order [order number] is approved
Email
Hi [customer name],
Good news: we have approved your refund of [amount] for order [order number]. You do not need to do anything else.
The refund goes back to your original payment method and should appear within [timeframe], depending on your bank. We will email you if anything changes.
Thanks for your patience, and sorry for the trouble that led to this. If the amount or timing looks off when it lands, just reply to this email and we will fix it.
Best,
[your name], [company name]
Partial refund
When to use: Use this when only part of an order qualifies, to explain what is refunded and why.
Subject
A partial refund for order [order number]
Email
Hi [customer name],
Thanks for your patience while we reviewed order [order number]. We are able to refund [amount], and I want to be clear about how we got there.
Here is the breakdown:
•  What qualifies: [reason]
•  What does not, and why, in plain terms
The [amount] will go back to your original payment method within [timeframe]. If you would like to discuss the rest, the next step is [next step] and I am happy to walk through it.
Best,
[your name], [company name]
Refund denied
When to use: Use this when a request falls outside policy, to say no clearly and offer a path forward.
Subject
About your refund request for order [order number]
Email
Hi [customer name],
Thank you for reaching out, and I am sorry this is not the answer you were hoping for. After reviewing order [order number], we are not able to issue a refund in this case.
Here is why, plainly: [reason].
I know that is frustrating, so here is what I can do instead. The next step is [next step], which may still solve the underlying problem. I would rather help you get value than simply close this out.
If anything about the decision looks wrong, reply and I will take another look.
Best,
[your name], [company name]
Refund delayed or processing
When to use: Use this proactively when a refund is delayed, before the customer has to chase it.
Subject
Update on your refund for order [order number]
Email
Hi [customer name],
I want to get ahead of this rather than leave you wondering. Your refund of [amount] for order [order number] is taking longer than we said, and I am sorry for that.
Here is where things stand and what happens next:
•  The refund is confirmed on our side.
•  It is now with the payment processor, which is where the delay is.
•  We expect it to land within [timeframe].
You do not need to do anything. If it has not arrived by then, the next step is [next step] and I will personally chase it. Thanks for bearing with us.
Best,
[your name], [company name]
Refund request received
When to use: Use this the moment a refund request lands, to confirm you have it and set a timeline.
Subject
We have your refund request for order [order number]
Email
Hi [customer name],
Thanks for reaching out. I want you to know your refund request for order [order number] is received and in the queue, so nothing is lost.
Here is what happens now:
•  We review the order against our policy.
•  We reply with a clear decision and, if approved, the amount and timing.
•  You can expect that reply within [timeframe].
If you have anything to add that would help, like a photo or order detail, just reply to this email. I would rather have too much context than too little.
Best,
[your name], [company name]
Refund or retention offer
When to use: Use this when a refund is on the table but a swap, credit, or fix might serve them better.
Subject
Your refund for order [order number], plus one option
Email
Hi [customer name],
Your refund for order [order number] is ready whenever you want it, no strings attached. I only want to offer one alternative in case it serves you better.
If the issue was with [product name], I can also:
•  Replace or swap it at no cost, or
•  Apply store credit with a little extra for the trouble.
Either way is genuinely fine with me. If you would rather just have the money back, reply refund and it is done. If the option sounds better, the next step is [next step].
Best,
[your name], [company name]
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