SaaS Customer Service Email Templates
Six SaaS customer service email templates, from a first reply and bug triage to feature requests, billing questions, outage updates, and cancellation saves.
First reply
When to use: Use this as the first response to any request.
Subject line
We are on it, ticket [ticket number]
Email
Hi [customer name],
Thanks for reaching out, and sorry for the trouble. I am [agent name] from the [product name] team, and I will be helping you.
To make sure I have it right: you are running into the issue you described, and you would like it resolved as quickly as possible.
I am looking into it now and will follow up shortly. Your reference is ticket [ticket number] if you need it.
Best, [agent name]
Bug report triage
When to use: Use this when you need steps to reproduce an issue.
Subject line
A few details to fix this fast
Email
Hi [customer name],
Thanks for flagging this. To get it fixed quickly, I need to reproduce it on our side.
Could you share the following?
•  The exact steps you took before it happened.
•  What you expected versus what actually occurred.
•  Your browser or device, and a screenshot if possible.
You can reply here or add details at [link]. The more I have, the faster our engineers on [product name] can resolve it.
Best, [agent name]
Feature request response
When to use: Use this when a customer asks for something you do not offer.
Subject line
Thanks for the idea about [feature]
Email
Hi [customer name],
I love that you took the time to suggest [feature]. It is a genuinely useful idea, and I have logged it for our product team on [product name].
I cannot promise a date, since our roadmap balances many requests, but this kind of feedback is exactly what shapes it.
In the meantime, there may be a workaround that gets you most of the way there, and I am happy to walk you through it.
Best, [agent name]
Billing or subscription question
When to use: Use this for charges, upgrades, or subscription changes.
Subject line
About your [product name] billing
Email
Hi [customer name],
Thanks for reaching out about your billing, and I am glad to sort this out.
I have reviewed your account and can see exactly what happened. Here is a clear breakdown of the charge and what it covers, with no jargon.
If you would like to change your plan or adjust anything, I will confirm the details with you first so there are no surprises. The [next step] is simply your go-ahead.
Best, [agent name]
Outage or incident update
When to use: Use this when a known issue is affecting service.
Subject line
Update on the current [product name] issue
Email
Hi [customer name],
You may have noticed a disruption with [product name], and I want to be transparent about it.
Our team has identified the cause and is actively working on a fix. We expect service to be restored within [timeline], and I will send another update by then even if there is nothing new.
I am sorry for the disruption. Thank you for your patience while we make this right.
Best, [agent name]
Cancellation save
When to use: Use this when a customer asks to cancel.
Subject line
Before you go
Email
Hi [customer name],
I received your request to cancel [product name], and I will take care of it, no hoops.
Before I do, may I ask what prompted it? If it is a missing feature, a cost concern, or something that is not working, there may be a fix or a plan that suits you better.
If you would still like to cancel, just say so and it is done. Otherwise, the [next step] is a quick reply about what was not working.
Either way, thank you for giving [product name] a try. Best, [agent name]
Free template from sem.chat  ·  https://sem.chat/templates/saas-customer-service-email-templates
