E:IHEETPEN% CUSTOMER COMPLAINT
it RESPONSE TEMPLATE

Every complaint is a second chance to earn loyalty.
This template helps you respond professionally, empathetically, and
effectively — transforming frustration into trust.

STEPS T0
RESPONDING
LIKE A PRO

1. ACKNOWLEDGE THE ISSUE

Show you're listening and take ownership — even if it wasn't your
personal fault.

“Hi [Customer Name]

Thank you for reaching out and sharing your experience. I'm really sorry
to hear about [briefly describe issue]. | completely understand how
frustrating that must’ve been.”

2. APOLOGIZE SINCERELY

Be genuine and concise. Avoid corporate-sounding phrases like “We
apologize for the inconvenience.”

“We take full responsibility for this and truly regret that we missed the
mark. You deserve better from us.”
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3. EXPLAIN (WITHOUT EXCUSES)

Briefly share context or clarify what happened — only if it adds value.

“After reviewing your case, it looks like [simple explanation]. While this
isn’t our usual standard, we've already addressed it internally to make
sure it doesn't happen again.”

4. OFFER A RESOLUTION

Give a clear next step, credit, or fix. Always end with an action.

“We've [refunded your payment / shipped a replacement / credited your
account]. You should see this reflected within [timeframe].”

0. REINFORCE RELATIONSHIP

End on a warm, human note that reminds them you care.

Your feedback helps us get better, and we truly appreciate your patience.
If there's anything else we can do to make this right, please reach out
directly at [contact info].”

BONUS:
TONE TIPS

Keep it short, empathetic, and human — under 150 words.
Always use the customer’s name.

Follow up a few days later to confirm satisfaction.

Never copy-paste robotic replies — even with a template.
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