Small Business Customer Service Script Templates
Friendly, practical customer service scripts for small business owners and their teams across phone, email, and chat.
Warm first greeting
When to use: Use on the very first contact with a new or returning customer.
Welcome them in
Hi [customer name], thank you so much for reaching out to [business name]. I am [your name], and I am really glad you got in touch today.
Find out how to help
•  What can I do for you around [reason for visit]?
•  Whatever it is, we will figure it out together.
Make it personal
As a small team, we genuinely read every message and remember our regulars. So if there is anything about [reason for visit] you want handled a certain way, just tell me and I will make it happen.
Set the tone
There is no rush on my end. Take your time explaining [reason for visit], and I will make sure you leave this conversation happy you chose [business name].
Calming an upset customer
When to use: Use the moment someone tells you they are unhappy with something.
Lead with empathy
[customer name], I am so sorry. That is not the [business name] experience we want anyone to have, and I completely understand why [issue] left you upset.
Take responsibility
•  This one is on us, not on you.
•  I am [your name], and I am going to personally see it through.
Understand fully
Walk me through what happened with [issue] so I get the full picture. I would rather hear the whole story than jump to a fix that only solves half of it.
Make it right
Here is what I can do to fix [issue] today, plus [make-good] to thank you for your patience. We are a small business, and keeping your trust matters more to us than being right.
Answering a pricing question
When to use: Use when someone asks what something costs before they commit.
Give a straight answer
Happy to help, [customer name]. [service] is [price], and I want to be fully upfront about what that covers.
Show the value
•  Your [price] includes [what is included].
•  There are no hidden fees or surprises added at the end.
Handle the budget question
If [price] is more than you had in mind, tell me your budget and I will show you what we can do. I would rather find the right fit than oversell you on [service].
Point to the next move
When you are ready, the next step is [next step] and I can set that up in a couple of minutes. No pressure at all, and I am happy to answer anything else about [service] first.
Booking or scheduling
When to use: Use when a customer is ready to reserve a time or slot.
Confirm what they want
Great, [customer name], let us get [service] on the calendar for you.
Lock in the details
•  Date: [date]
•  Time: [time]
•  Where: [location]
Read it back
So that is [service] on [date] at [time], at [location]. Does that all look right to you?
Reduce no-shows
I will send a quick reminder the day before so [date] does not sneak up on you, and another note a couple of hours ahead of [time]. If anything changes, just reply to that message and we will move [time] to whatever works better. We hold your spot for [service], so a small heads-up lets us offer it to someone else if you truly cannot make it. Looking forward to seeing you at [location].
Apology and make-good
When to use: Use once you know something went wrong and you want to own it.
Own it plainly
[customer name], I owe you a real apology. We let you down with [issue], and there is no excuse I want to hide behind.
Explain without deflecting
•  Here is what went wrong on our end.
•  I am telling you this so you know it was our mistake, not yours.
Make it right
To put [issue] behind us, I would like to offer [make-good]. It does not undo the hassle, but it is our way of showing we value you.
Rebuild the trust
We are a small operation, and folks like you are the reason [business name] exists. I am [your name], and you can ask for me by name any time. If anything like [issue] ever comes up again, I will jump on it straight away.
Asking for a review
When to use: Use right after a good experience while the goodwill is fresh.
Thank them warmly
[customer name], it was such a pleasure helping you with [service]. Thank you for choosing [business name].
Make the ask simple
•  If you have a spare minute, a short review would mean the world to us.
•  You can leave one right here: [review link].
Explain why it matters
For a small business like [business name], a few honest words from you help other people feel confident giving us a try. It genuinely makes a difference to our team.
Keep the door open
No pressure at all, and either way we are grateful for your business. If [service] was anything less than great, tell me first so I can fix it. I am [your name], and I am always just a message away.
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