Warranty Claim Email Templates
Six warranty claim email templates, from acknowledging a claim and requesting proof to approval, repair or replacement, a clear denial, and status updates.
Claim acknowledgment
When to use: Use this as the first reply to a warranty claim.
Subject line
Your warranty claim [claim number] has been received
Email
Hi [customer name],
Thank you for contacting [company name]. I am [agent name], and I have your warranty claim.
Your claim number is [claim number]. I am sorry your product is not working as it should, and I will help you get this sorted.
I am reviewing the details now and will follow up shortly with the next step. You do not need to do anything yet.
Best, [agent name]
Request proof or documents
When to use: Use this when you need documentation to proceed.
Subject line
A few things to process claim [claim number]
Email
Hi [customer name],
Thanks for your patience. To process your claim for the [product], I need a few quick things.
Could you please send:
•  Proof of purchase, such as a receipt or order number.
•  A photo or short video showing the issue.
•  The serial number, if your product has one.
Once I have these, I can move your claim [claim number] forward quickly.
Best, [agent name]
Claim approved
When to use: Use this when a warranty claim is approved.
Subject line
Good news about your claim [claim number]
Email
Hi [customer name],
Good news, your warranty claim [claim number] has been approved.
Here is what happens now and roughly how long it will take, so you know exactly what to expect. I have made sure everything is set on our side.
The [next step] is on its way, and I will keep you posted at each stage. Thank you for your patience while we made this right.
Best, [agent name]
Repair or replacement
When to use: Use this to coordinate the fix or a new unit.
Subject line
Your replacement for the [product] is on the way
Email
Hi [customer name],
Your [product] is being taken care of. Here are the details so nothing is a mystery.
Whether it is a repair or a replacement, I have included the timing and any tracking or scheduling information you need. If a return is required, the steps are simple and prepaid.
The [next step] is clear, and I am here if anything comes up along the way.
Best, [agent name]
Claim denied with reason
When to use: Use this when a claim falls outside the warranty.
Subject line
An update on your claim [claim number]
Email
Hi [customer name],
Thank you for your patience while I reviewed claim [claim number]. I want to be honest and clear with you.
After reviewing the details, this particular issue falls outside what the warranty covers, and here is exactly why, in plain terms. I know this is not the answer you hoped for.
That said, I do not want to leave you stuck. The [next step] is an option I can offer to help, such as a discounted repair. Let me know if you would like it.
Best, [agent name]
Status update
When to use: Use this to proactively update an open claim.
Subject line
Quick update on claim [claim number]
Email
Hi [customer name],
A quick update on your warranty claim [claim number], so you are never left wondering.
Here is the current stage and what is happening next. Even though there is not a final resolution yet, I want you to know it is moving and I am on it.
The [next step] is coming up, and I will message you the moment it changes. Thanks for your patience.
Best, [agent name]
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