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2.5.6: Customer Emails

Describe appropriate and professional responses to customers
Write a response to a critical message from a customer
Write a response to a customer’s request

Email communication to customers requires the utmost courtesy and skill, no matter whether the message contains good news, bad
news, or is just informational. After all, no business can be successful without customers. Your email message to a customer may
be the only direct interaction they have with your company, so ensure that you are thoughtful in crafting it properly.

One way of ensuring a positive customer experience with your email is to personalize it. People like to know they are
communicating with another person, not just some large department in a larger company. Wouldn’t you rather receive an email
from “Susan” instead of “ABC Software Support”?

Second, always be appreciative of ANY communication sent to your company by a customer, as it is an opportunity to improve or
deepen your relationship with that customer. Whether the customer is contacting you to provide a suggestion, complain about
another department, or register a product defect, we always thank them for the opportunity to do better.

Finally, give some thought to the content of your email and how that could relate to the structure of your message. For example,
when your message contains good news or is informational, it is always best to get to the point right away. We do not want to waste
our customer’s time reading through unnecessary background or other details before we deliver the crux of the message.

Here is an example of a good news message:

April 2, 2018

Re: A suggestion for your next release

To: John Goodenow

Dear John,

Thank you for taking the time to let us know of your idea. I brought it up at yesterday’s project status meeting with the developers,
and everyone reacted positively to your suggestion. In fact, we wanted to get more details from you about how you would like to
see the feature to work. Would you be available later this week to spend a few minutes on the phone with Josh and Alicia, who own
that area of the product architecture, to discuss?

Please let us know when a convenient time for the call would be. Once again, thanks for being a great customer and providing such
useful feedback.

Best regards,

Bob

Senior Product Manager

ABC Software

Delivering bad news to a customer is never easy, because we naturally do not want to ever disappoint them. However, there will be
times when a business email will need to address information that is going to be taken as bad news. There is some controversy
about the best way to do so.

One school of thought believes that bad news should not be delivered right away in an email communication to a customer. It is
thought that that type of message should begin with a “buffer”— perhaps the facts that led to the situation, an immediate expression
of apology and empathy, or an appreciation of our relationship with the customer. This so-called “indirect” approach to
communicating would then call for revealing the bad news in the middle of the message. The closing of this style of email would
then end with a positive sentiment about future business, perhaps some sort of discount on the next purchase, etc.

The major problem with this indirect email structure is that it can be perceived by the customer to be insincere, unethical, and a
“run around.” Many people prefer to get the bad news directly and not feel as if they are being misled or manipulated. Suffice it to
say that great care should be exercised before adopting the indirect method of delivering bad news to customers.
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Here is an example of responding to a message in an indirect way:

April 2, 2018

*Bob Josephson

Re: A suggestion for your next release

To: John Goodenow

Dear John,

ABC Software is considered to be one of the most customer-driven software companies in the industry. Tantamount to that
reputation is our responsiveness to customer suggestions for product features.

We thank you for your feature suggestion, and we are sorry that we will not be able to consider your suggestion for the next release
as we simply do not have the staff to implement such a feature. As you may know, the growth of the software industry has put
increasing pressure on the ability of companies to hire software developers.

We hope that you will continue to remain a loyal user of ABC and will not hesitate to send your suggestions to us in the future.

Best regards,

Bob

Senior Product Manager

ABC Software

While some may find this indirect approach more pleasant than an immediate no, as we mentioned, others may feel like this email
is insincere and prefer a more direct message. Here is the same response modified to be more direct:

April 2, 2018

*Bob Josephson

Re: A suggestion for your next release

To: John Goodenow

Dear John,

Thank you so much for your new feature suggestion. We are sorry that we will not be able to consider your suggestion for the next
release as we simply do not have the staff to implement such a feature. As you may know, the growth of the software industry has
put increasing pressure on the ability of companies to hire software developers.

We hope that you will continue to remain a loyal user of ABC and will not hesitate to send your suggestions to us in the future.

Best regards,

Bob

Senior Product Manager

ABC Software

For additional tips on writing customer service emails check out “10 Tips for Sending Better Customer Service Emails”, an
article from Groove about customer support software.

Responding to a Critical Message from a Customer
As stated in the last section, any message from a customer is to be treated as an opportunity to improve the relationship with that
customer. When a critical message is received, it is best to follow these guidelines:

1. Contact the customer immediately

 Learn More

 PRactice Question
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2. Describe immediate remedy to the problem
3. Describe why the problem occurred
4. Describe action being taken to correct the problem going forward
5. Offer positive thoughts for the future

Often items two and three will be intertwined in your email: it can be hard to describe how you’re addressing the issue without
describing what went wrong in the first place.

Here is an example of how a critical customer message can be handled:

September 22, 2018

*Sara Hernandez

Re: Why doesn’t your app work on my device?

To: Mark Griffiths

Dear Mark,

Thank you so much for sending in your inquiry. We took a look at the information and screenshots you provided, and it looks like
your device may not have its location functionality turned on, which can prevent our app from working correctly. For guidance on
turning on your location functionality, please look at the attached guide.

If this doesn’t resolve the issue, please let us know, and we can work with you to solve the issue.

Sincerely,

Sara Hernandez

Customer Support Representative

Not all customer issues can be solved in just one email. Additionally, there may be complex issues that require multiple people to
solve the problem. In these situations, it is essential to keep the customer aware that someone is looking into the request; however,
sometimes things slip through the cracks.

Take a look at this email sent to a customer whose product wasn’t working, and then failed to receive any response from customer
service:

September 22, 2018

*Rick Donaldson

Re: Why don’t I get service from your Customer Service Department?

To: Eddie Bangston

Dear Eddie,

We at Distance Golf are very sorry that our initial efforts to satisfy your request have fallen short. I was forwarded your email today
from our Customer Service department, but I am able to inform you today that we have discovered the cause of the problem.

It turns out that the country club you joined is not currently on our list of supported golf courses for our GPS distance device. I
apologize that Customer Service did not immediately get back to you with that information; it took longer than anticipated to
discover when your country club was scheduled to be added to our support courses.

I am happy to report the good news that your country club is on the list of supported golf courses for the next software update
release. You should be able to use our product to lower your scores as soon as the December 1st release. We’ve also attached a list
of courses in a ten-mile radius of your country club that are currently supported on the GPS distance device.

Again, our apologies to you for the tardy response to your inquiry. Hopefully, you will get years of happy golfing from Distance
Golf!

Sincerely,

Rick Donaldson

General Manager
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Distance Golf

Write a Response to a Customer’s Request
Responding to a customer request via email should follow much the same rules we have described in responding to any and all
customer communication. We want to be concise and direct in structure, and courteous and appreciative in tone.

When responding to a customer request, use the subject line to reinforce your main point. Provide your answer to the request right
away in the opening of your message. Use the body of the message to provide details, explanation and any additional information
needed. Close with a summary and expression of appreciation and goodwill.

July 31, 2018

*Dave Waddell

Re: Your July 25 Inquiry Regarding Additional Education Discount

To: Dan O’Connell

Dear Dan,

Thank you for your message regarding Plato Publishing’s discount to academic institutions. Yes, we do offer an additional discount
for Higher Education purchases.

Our website has the complete schedule of the sliding scale used to calculate volume discounts off our list price. For academic
institutions such as yours, we add an additional 25% discount to the volume discount price. There is also a monthly list of
publications that are being offered at special prices that also will receive the additional academic discount.

I have attached a PDF list of our complete offering for your convenience.

We greatly appreciate your ongoing business. Please contact me if you have any further questions or needs.

Sincerely,

Dave Waddell

Customer Service Manager

Plato Publishing
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