Retail Customer Service Email Templates
Six retail support emails covering order status, returns and exchanges, out-of-stock apologies, damaged items, price-match requests, and loyalty recovery.
Order status update
When to use: Use this when a customer asks about an order that is on its way or being prepared.
Subject
An update on your order [order number]
Email
Hi [customer name],
Thanks for checking in on order [order number]. Here is exactly where things stand: your order is [order status], and you can expect it to arrive within [delivery window].
You can follow every step of the journey here: [tracking link]. If the tracking looks stuck for more than a day, that is usually just a scan delay, but let me know and I will chase the carrier for you.
I know waiting for a parcel can be a little nerve-wracking, so if anything looks off when it arrives, reply straight to this email and I will sort it out quickly.
Thanks for shopping with us,
[your name], [company name]
Return or exchange help
When to use: Use this when a customer wants to return or exchange an item and needs the how.
Subject
How to return or exchange [item name]
Email
Hi [customer name],
Happy to help you sort out [item name] from order [order number]. It is quick, and here is all you need to do:
1. Start your return here: [return link].
2. Print the label and pop the item back in its packaging.
3. Drop it off, and we will take it from there.
You have until [return window] to send it back. If you would prefer a different size or color, choose exchange at step one and we will ship the swap as soon as the original is on its way.
For a refund, expect it back on your original payment method within [refund timeframe].
Any questions, just reply,
[your name], [company name]
Out-of-stock apology
When to use: Use this when an ordered item is unavailable and the shopper needs options, fast.
Subject
A quick issue with [item name] from order [order number]
Email
Hi [customer name],
I am sorry about this. The [item name] you ordered has just sold out, and I would rather tell you straight away than leave you waiting on a parcel that is not coming.
Here are your options, whichever suits you best:
•  Wait for it: we expect a restock around [restock date] and can hold your order.
•  Swap it: [alternative] is very similar and ready to ship today.
•  Refund it: I can send your money back in full, no questions asked.
Just reply with the word wait, swap, or refund, and I will take care of the rest within the hour.
Sorry again for the hiccup,
[your name], [company name]
Damaged item response
When to use: Use this when a shopper reports an item that arrived broken, cracked, or faulty.
Subject
Let us fix your [item name] right away
Email
Hi [customer name],
I am really sorry your [item name] from order [order number] turned up damaged. That is not the unboxing anyone hopes for, and we will make it right.
Here is what I am doing: [resolution]. You should have it within [timeframe], and there is no cost to you.
You do not need to return the damaged one unless we ask; please just dispose of it safely. If you happen to have a quick photo, it helps us catch the issue with the carrier, but it is not required to get your replacement moving.
Thanks for your patience, and sorry again for the trouble,
[your name], [company name]
Price-match request
When to use: Use this when a shopper asks you to match a lower price they have found elsewhere.
Subject
About your price-match request for [item name]
Email
Hi [customer name],
Thanks for flagging a better price on [item name], and for giving us the chance to earn your business. I have reviewed it, and here is the decision: [decision].
So you can see how I got there, the rule we apply is simple: [criteria]. I want every price match to be consistent, not a matter of who asks loudest.
If approved, your adjustment is [adjustment], and it will be applied automatically; you do not need to reorder. If it did not qualify this time, I am happy to point you to anything on sale that fits what you are after.
Either way, thank you for shopping with us,
[your name], [company name]
Loyalty complaint recovery
When to use: Use this when a loyal shopper is upset, to acknowledge history and offer a real gesture.
Subject
You matter to us, [customer name]
Email
Hi [customer name],
You have shopped with us for a long time, which is exactly why [issue] bothers me so much. You deserve better from us, and I want to fix this properly rather than paper over it.
Here is what I am doing right now: [resolution]. That takes care of the immediate problem.
Beyond that, I would like to offer [gesture] as a genuine thank-you for sticking with us and for telling us when we fell short. Feedback like yours is how we get better.
If there is anything else on your mind, reply directly to me and it lands in my inbox, not a queue.
With real thanks,
[your name], [company name]
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