Customer Apology Email Templates
Customer apology email templates for late replies, billing errors, outages, and shipping delays. Say sorry clearly and make it right.
Late reply apology
When to use: Use this when you are replying later than the customer deserved and want to own the delay.
Subject
Sorry for the wait -- here is the answer on [topic]
Email
Hi [customer name],
First, I am sorry it took us longer than it should have to get back to you. You reached out about [topic] and deserved a faster reply. That one is on us.
Here is where things stand: [answer]. If any part of that is unclear or does not solve it, tell me and I will stay on it until it is sorted.
I would rather you never had to wait, so I am flagging this thread to make sure your next reply comes quickly. Thanks for your patience with us today.
Best,
[your name], [company name]
Billing error apology
When to use: Use this when your system charged the customer wrongly and you have confirmed the error.
Subject
We fixed a billing error on your account
Email
Hi [customer name],
I am writing to apologize for a billing mistake on our end. We charged you [amount] when the correct charge was [correct amount]. That was our error, not yours.
We have already corrected it. You will see a refund of [refund amount] back on your original payment method within [timeframe], depending on your bank.
I understand a wrong charge is unsettling, especially when it is money you were counting on. I am sorry we put you through that. If the refund does not land as described, or the amount looks off when it does, reply to this email and I will chase it down personally.
Best,
[your name], [company name]
Service outage apology
When to use: Use this after an outage is resolved, to acknowledge the disruption and what you did about it.
Subject
About today's outage -- what happened and what we did
Email
Hi [customer name],
Earlier today our service was down for about [duration], and I want to apologize for the disruption that caused you. When you count on us and we are not there, that is a real problem, and we take it seriously.
In plain terms, the cause was [cause]. To fix it we [fix], and we are watching closely to make sure it holds.
You should be back to normal now. If anything still looks off on your end, reply here and we will jump on it right away. Thank you for sticking with us.
Best,
[your name], [company name]
Shipping delay apology
When to use: Use this when a shipment is delayed and you can give an honest updated timeline.
Subject
Update on order [order number] -- and an apology
Email
Hi [customer name],
I am sorry to say your order [order number] is running behind, and I know that is frustrating when you were expecting it sooner. I want to be straight with you about the new timeline.
We now expect it to reach you by [new date]. That is our honest estimate, and I will email you the moment it ships so you are not left guessing.
I am sorry for the wait and for any plans this has thrown off. If this new date does not work for you, reply and we can talk about options, including a refund.
Best,
[your name], [company name]
Bad experience apology
When to use: Use this when a customer felt let down and you want to repair trust, not just close a ticket.
Subject
I am sorry about your experience with us
Email
Hi [customer name],
I read through what happened -- [what happened] -- and I am genuinely sorry. That is not the experience we want anyone to have, and I understand why you are frustrated.
I am not going to make excuses. We fell short, and you were right to tell us. I have shared this with the team so it is not brushed aside, because the only apology that means anything is one that changes something.
If you are willing to give me the details, I would like to make this right for you directly. Just reply and I will personally see it through.
Best,
[your name], [company name]
Service-recovery make-good
When to use: Use this after a real failure when a sincere sorry alone is not enough to rebuild trust.
Subject
A real apology, and something to make it right
Email
Hi [customer name],
I want to start with the apology, because it matters more than anything else in this email: [what happened] should not have happened, and I am sorry we put you through it.
Words are a start, but I would like to back them up. I have added [gesture] to your account as a small way of making this right. It does not undo the trouble, but I hope it shows we mean it.
You have every reason to expect better from us, and I intend to earn that back. If there is anything else I can do, reply to me directly and I will handle it.
Best,
[your name], [company name]
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