Order Cancellation Response Templates
Order cancellation response email templates: confirm a cancellation, handle refunds, out-of-stock cancels, and save offers with clear, friendly wording.
Customer-requested cancellation confirmed
When to use: Use this when a customer asks to cancel and the order has not shipped, so you can confirm it done.
Subject
Your order [order number] is cancelled
Email
Hi [customer name],
Done -- your order [order number] has been cancelled as you asked. You will not be charged for it, and there is nothing else you need to do on your end.
If a charge was already placed as a pending hold, it will drop off on its own within a few business days depending on your bank. Nothing further will be collected.
Thanks for letting us know, and no worries at all about the change of plans. If you decide to order again down the line, we will be glad to help. Just reply here if any question comes up.
Best,
[your name], [company name]
Cancellation plus refund timeline
When to use: Use this when the order is cancelled and a real payment needs to be refunded on a clear timeline.
Subject
Order [order number] cancelled -- refund on the way
Email
Hi [customer name],
Your order [order number] is cancelled, and your refund is already in motion. There is nothing more you need to do.
You will get [amount] back to your original payment method within [timeframe], depending on how quickly your bank processes it. We will email you if anything about that changes.
Sorry to see this order go, but I am glad we could sort it out cleanly and quickly for you. If the refund does not show up as described, or if it lands for the wrong amount, just reply and I will track it down for you personally.
Best,
[your name], [company name]
Out-of-stock forced cancellation
When to use: Use this when stock ran out and you must cancel an order the customer still wanted.
Subject
We had to cancel order [order number] -- I am sorry
Email
Hi [customer name],
I am sorry to be the bearer of bad news: [item] on your order [order number] has sold out and we are not able to fulfill it. I know you were expecting it, and that is a genuine letdown.
Because we cannot ship it, I have cancelled the order and started your refund of [amount] to your original payment method. Expect it within [timeframe], depending on your bank.
If you would like, reply and I will keep an eye out for restock or suggest a close alternative. Again, I am sorry we could not come through this time.
Best,
[your name], [company name]
Cancel-and-save (offer to keep)
When to use: Use this when a customer wants to cancel and a genuine fix or offer might change their mind.
Subject
Before I cancel order [order number] -- one option
Email
Hi [customer name],
I got your request to cancel order [order number], and I am ready to do that right away. Before I do, I wanted to offer one thing in case it changes the math for you.
If it helps, I can apply [offer] to this order. No pressure at all -- it is only worth it if you actually still want the item.
Just reply with keep it and I will set that up, or reply with cancel and I will process the cancellation and any refund immediately. Whatever you prefer is fine by me.
Best,
[your name], [company name]
Subscription cancellation confirmed
When to use: Use this when a customer cancels a subscription and needs to know billing has truly stopped.
Subject
Your [plan name] subscription is cancelled
Email
Hi [customer name],
This confirms your [plan name] subscription has been cancelled. You will not be billed again, and there is nothing else you need to do.
You will keep full access until [end date], the end of the period you have already paid for. After that, your account simply switches off the plan -- your data is not deleted, so you can pick back up anytime.
Thanks for having been a subscriber. If you ever want to come back, reactivating takes a minute. And if you cancelled because something was not working, I would honestly love to hear about it -- just reply.
Best,
[your name], [company name]
Cancellation requested after it already shipped
When to use: Use this when a customer asks to cancel but the order has already shipped and cannot be pulled back.
Subject
About cancelling order [order number]
Email
Hi [customer name],
Thanks for reaching out. I wish I had caught this sooner -- order [order number] has already shipped, so I am not able to cancel it in transit. I am sorry for the awkward timing.
Here is the good news: you still have easy options. You can refuse the package when it arrives and it will make its way back to us, or accept it and start a free return. Either way, you get a full refund.
Tell me which you prefer and I will set it up. If you refuse delivery, just reply to confirm and I will watch for the package so your refund is not delayed.
Best,
[your name], [company name]
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